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1 [bookmark: _Toc295896381][bookmark: _Toc206145587][bookmark: _Toc243402784]Overview
1.1 [bookmark: _Toc295896382][bookmark: _Toc206145588]Overview
The specification for the Council’s remote processing service is provided here, and shall apply.
1.2 [bookmark: _Toc206145589][bookmark: _Toc295896383]The specification and other Framework users
This specification shall apply to any Council using the Framework, and references within this specification to “Tower Hamlets” to “the Council” or to “the Local Authority” shall apply to any Council using the Framework.
1.3 [bookmark: _Toc206145590][bookmark: _Toc295989068][bookmark: _Toc295896384]Scope of remote processing 
The remote processing services covered by this specification are:
Housing and Council Tax Benefits services:
· Housing and Council Tax Benefits/Council Tax Reduction calculations;
· Discretionary housing payments;
· Free school meals, school uniform grants;
· Social care means testing calculations;
· Appeals against decisions.
Revenues Services:
· Council tax administration, collection and enforcement;
· NNDR administration, collection and enforcement;
· Income administration, collection and enforcement.
Welfare Support 
· Administration of any local residents welfare support calculations and awards;
· Administration of any other local welfare schemes which apply
Residents Support Scheme:
· Administration of the Council’s discretionary scheme for emergency disbursements for households facing short term emergency requirements;
· Including and not limited to the replacement of 
· essential equipment including fridges, cookers and washing machines and similar;
· replacement of beds and bedding and otherwise
· Access to other supporting services for households in need including emergency food hubs, and access to emergency allowances for the costs of water and utilities.
Customer services
· Any customer services functions falling within scope and supporting the delivery of in-scope services; 
Discretionary Government grants, means testing calculations, awards and similar:
· Any discretionary awards scheme developed by the Government, and delegated to any participating Council at any time, whether by reason of COVID management or otherwise
· Any means testing, grant determination, or award management processing decision which derives from any scheme which becomes the responsibility of any partner Council to this Framework at any time and
Any Other Services, being within the responsibility of the Revenues and Benefits manager of any participating Council user, and which whether mentioned above or not fall within the scope of the Revenues and Benefits service, and are determined by that Council’s Revenues and Benefits Manager as being suitable for the remote processing service.


2 [bookmark: _Toc206145591]Service specific requirements
2.1 [bookmark: _Toc215584133][bookmark: _Toc262065147][bookmark: _Toc206145592]Document purpose
This document explains the Revenues and Benefits peak workflow processing service (“Resilience Service”) required from the Contractor by the London Borough of Tower Hamlets (“the Council”) to fulfil its commitment to provide cost effective, and top quality processing services in the Borough.
This document details the specification for the services which shall apply under the contract.
2.2 [bookmark: _Toc206145593][bookmark: _Toc215584135][bookmark: _Toc262065149]Scope of processing, welfare benefits
Workload which will be capable of processing by any Council operating under the scope of this Framework, and as it relates to welfare benefits claims shall include:
· Claims for Housing Benefits;
· Any other calculations in respect of eligibility for reductions in payment of or allowances against Rent payments;
· Calculation of any additional DWP initiatives which from time to time local authorities using this Framework may become responsible for, including but not limited to FERIS initiative and ATLAS calculations;
· Claims for Council Tax Reduction and any other welfare benefit which is required to be processed in respect of eligibility for Council Tax;
· Calculations in respect of Free school meals;
· Calculations in respect of school uniform grants;
· Any other means testing calculations in respect of Education and which are the responsibility of any local authority which is using this Framework;
· Any means testing calculations in respect of social care which are the responsibility of any local authority which is using this framework; 
· Any customer services functions arising from the completion of welfare services, and which are deemed suitable for remote processing; and
· Any other means testing calculation which may within the lifetime of the Framework become the responsibility of a local authority which is using this Framework, or otherwise be discharged by that local authority, and which the local authority is required to process;
2.3 [bookmark: _Toc206145594]Revenues Processing
Revenues services falling within scope of this specification are:
· All Council Tax administration, collection and enforcement activities;
· All business rates (NNDR) administration, collection and enforcement activities;
· All sundry income administration, collection and support activities;
· [bookmark: _Hlk61948123]Any customer services functions arising from the completion of revenues services and which are deemed suitable for processing under the Framework.
· Any other revenues administration collection and enforcement activity falling with the responsibility of any Revenues and Benefits manager of any participating Council under this Framework and which is determined by that manager as being suitable for processing under the Framework; and
2.4 [bookmark: _Toc206145595][bookmark: _Hlk61949807]Welfare Support Processing
Welfare support services falling under the remote processing contract are:
· [bookmark: _Hlk203714301]The administration, processing, means testing, determination, and award of local residents support schemes or similar;
· The administration, processing, means testing, determination, and award of any other local scheme which is in place at any time by any Council using this Framework and under which any other discretionary welfare support processing or awards take place; 
· The administration, processing, determination, and otherwise completion of any scheme which is determined by the Government, and under which that scheme is delegated to any local authority using this Framework, whether known at the date of contract let, or arising later;
· Any customer services function arising from the completion of welfare support and which are deemed suitable for processing under the Framework.
· Any other welfare support activity falling with the responsibility of any manager of that service of any participating Council under this Framework and which is determined by that manager as being suitable for processing under the Framework;
2.5 [bookmark: _Toc206145596][bookmark: _Hlk63254179]Residents Support Scheme
Processing for Residents Support Scheme under the remote processing contract are:
· The administration, processing, means testing, determination, and award of local residents support schemes or similar;
· Awards under the scheme are made for those households eligible being on a low income, and having faced a household emergency in which the Council may consider to assist that household:
· The replacement of household essential electrical goods including but not limited to fridges, cookers, and washing machines;
· The replacement of beds, bedding and so on;
· Signposting of other support services which will assist that household, including foodbanks, and support for utilities like water and electricity and gas supply;
· Such other support under the scheme as may be required.
· The provision of services under this para to include, as may be required by the Council:
· The completion, receipt and timely determination of claims;
· The fulfilment of such claims, in accordance with agreed systems and
· The overall completion from claim to fulfilment and where agreed installation, in whole in strict accordance with agreed timescales.
· The completion of such analysis, management controls, and reporting as will allow all parties to manage the service in the way desired, whether with reference to what goods and services are supplied, the management of repeat claims, or otherwise.
2.6 [bookmark: _Toc206145597]Discretionary grants and local awards
Local discretionary grants and local awards not otherwise covered by the above paragraphs and which any Council operating under this Framework may determine as in scope of the remote processing services are:
· Discretionary or mandatory Benefits awards schemes;
· Discretionary or mandatory revenues schems, whether Council Tax, NNDR or otherwise;
· Discretionary or mandatory welfare support schemes
2.7 [bookmark: _Toc206145598]Delivery of welfare support and local schemes
Councils operating under this Framework and with regards to the operation of welfare support awards may:
· Determine the processes by which awards which require physical fulfilment by delivery of goods are procured;
· Any rules adopted may, at the sole discretion of the Council prescribe the use of particular fulfilment suppliers and the specification of particular products which are considered acceptable and the use of acceptable price points for the fulfilment of goods;
· Any rules which are adopted by any Council may also include timeframes by which goods are fulfilled including delivery at end user premises;
· Rules adopted at the sole discretion of any Council using the Framework may also include the use of agreed third sector suppliers, together the circumstances, timing, fulfilment requirements and otherwise.
2.8 [bookmark: _Toc206145599]Discretionary grants and awards by local trusts
Discretionary grants and awards not otherwise covered by the above paragraphs and which are operated or discharged by a Trust in which any Council operating under this Framework has an interest may under this paragraph be the subject of remote processing. Such awards and grants may include:
· Discretionary or mandatory grant awards made for educational awards;
· Discretionary or mandatory grant awards made for any other disbursements and which any Council operating under this Framework determines to be appropriate for remote processing.
For the avoidance of doubt, within the London Borough of Tower Hamlets, awards completed by the Canary Wharf and Ocean Estates Trust fall within this paragraph.
2.9 [bookmark: _Toc206145600]Other workload under contract
In addition to the processing of agreed welfare benefits processing under this agreement including as explained under para 2.2 above, any local authority using this Framework may at the sole discretion of that local authority use the Framework for the processing of other workload, including:
· Any other Revenues and Benefits based processing activity which falls within the responsibilities of the lead managers of the local authorities which are using this Framework, and in which processing work which otherwise cannot from time to time be completed with locally available resources is deemed suitable by that local authority for remote processing under the Framework;
· Including both day to day processing and “ad hoc” processing; and
· Including targeted reviews of systems including but not limited to Council Tax exemption and discount reviews and similar.
2.10 [bookmark: _Toc206145601]Records checking and barring service:
The completion of services for criminal records checking and barring and similar which may be required from time to time, to include:
· Checking service as required from time to time by any Council using this Framework;
· Service to be priced on application from any participating Council;
· Service to apply as required, to new employees checks, contractor checks, whole service audits, or otherwise as required;
· Service checks to be applied at appropriate and specified levels of compliance.
2.11 [bookmark: _Toc206145602]Pricing of services not covered by payment mechanism
In the event that work which any local authority is considering under the Framework is considered by that Authority not adequately scoped under the contract Payment Mechanism, then the local authority may:
· Specify what the desired service is;
· Seek costed proposals for those services from the contractor;
· Such proposals to be completed at the cost of the contractor; and
· Liaise as necessary to either commission the work directly from the Contractor, or to escalate through the Governance Board arrangements for the Framework described at section 3 of this Specification below.
2.12 [bookmark: _Toc206145603]Methodology, procedures which apply
The Service must be delivered in accordance with the Council’s internal policies and procedures for workload processing, both in terms of agreed timescales for claim completion, in terms of the standards of work to be maintained, and in terms of the policies, and procedures to be applied.
The Service must also be delivered in accordance with the changing national legal framework, including changes in primary and secondary legislation; caselaw; and changes to administrative process because of the issue of DWP circulars or similar.
In all cases in which work processing procedures apply, the Council’s interpretation of the law, and therefore the procedures to be followed as regards the completion of the Councils workload, is final.
2.13 [bookmark: _Toc206145604]Methodology, allocation of work
The Contractor will agree workstream management targets, expressed both in qualitative and quantitative terms and identifying work management targets for the ongoing monitoring of the workload. 
The mechanisms by which workload is allocated to the Contractor and the terms of notice for variation to workload will be determined by the Council.
The terms by which change to workload processing and procedures are issued will be determined by the Council.
2.14 [bookmark: _Toc206145605][bookmark: _Toc215584138][bookmark: _Toc262065152]Methodology, ICT
The contractor shall be responsible for the completion of remote processing activity using the Councils adopted ICT systems. Understanding which combination of ICT systems are in place for the Council shall be the responsibility of the contractor. Systems in use by any participating Council and which the contractor will process workload allocated through each processor’s remote desktop include but are not limited to:
· “core” processing systems including Capita, Civica, and NEC;
· The Council’s EDMS systems;
· Data security and access systems;
· Quality control and work monitoring systems;
· Remote communications and virtual meeting systems;
· Office desktop systems.
· Any and all other ICT solutions which are required in order to enable the effective delivery and availability of the above processing systems for remote and office based processing staff.
The Council also reserves the right to monitor any differences in the following targets which arise or which are identified between the service which is received at the Council’s main offices at Whitechapel; the service received by homeworkers; and the service received by remote processing staff.
Systems, as above (unless otherwise agreed between the Council and the supplier in writing) shall be available between 8.00 am and 6.00 pm Monday to Friday inclusive. Systems may, by written agreement, be available on Saturday and Sunday.
Where appropriate targets for the use of managing ICT access may include:
· Actual system availability, percentage available by working day, week and month;
· Fix time for systems (above) being unavailable or un-useable;
· Target response time for search on any system for name “Smith”;
· Target response time on any system to return screen  (i.e. no system “hanging”).
For the operation of the above targets, the determination of systems availability shall be calculated by the Council and with reference to the Council’s desktop based experience of processing received by user experience.
The calculation of available time will be made by the Council’s Benefits team, and shall not be dependent upon factors including but not limited to:
· Whether it has been possible to report downtime instances to the Council’s ICT helpdesk or similar.
2.15 [bookmark: _Toc206145606]Advance notice of change
The Council will agree with the contractor timescales which will apply to the contract and with regard to “notice periods” which will apply for the determination of increases and decreases in workload under the contract.
The following workload increases and decrease notice periods shall apply unless otherwise agreed with the Council:
	Target/Measure
	Notice

	100 items of work, up or down
	1 week

	200- 500 items of work, up or down
	1 week

	500-1,000 items of work, up or down 
	1 week

	More than 1,000 items of work
	1 month


Different notice periods may, by agreement between the parties be determined.
2.16 [bookmark: _Toc206145607]Output and Outcome targets 
The Council intends to manage this partnership with effective use of performance management with the Contractor.
The Council intends that the adopted framework will be designed to control performance, defined by the following dimensions of service performance:
· Service quality (defined by metrics including the DWP's quality of claim criteria);
· Service throughput (defined by metrics including the DWP Performance Indicators, days to process new claim; and days to process change of circumstances); and 
· Service cost (defined by metrics to determine savings realised, and cost of service).
· The performance of the Service will, additionally be also defined by locally determined service targets, as defined by the Council.
While the above targets may be considered as the minimum requirements of the target setting and performance control, additional targets agreed will be at the Contractor’s cost.
The above minimum targets will be defined with reference to the Council’s proven quarterly and internal performance against the above PI’s, unless otherwise stated.
Service targets will be determined, reviewed, and re-profiled on such frequency as will be determined by the Council.
In the event that the Council’s monitoring of the Contractor reveals that particular staff members of the Contractor are less consistent with effective claims processing for the Council, the Council may at its discretion, direct the contractor to deploy alternative staff to the completion of the Council’s workload.
2.17 [bookmark: _Toc206145608]Standards of Service, Workload Processing
The Contractor shall manage the remote processing in line with the Council’s current performance metrics. This will include:
· Compliance with service KPI’s which may be in place, for example, processing of claims for benefits;
· Any other service KIP’s which are in place with the Council, and whether or not national KPI frameworks apply;
· Any targets which otherwise are agreed within the remote contract by the Council and the contractor.
2.18 [bookmark: _Toc215584141][bookmark: _Toc262065155][bookmark: _Toc206145609]Staff
All staff working on the Council’s processing contract will be suitably skilled and experienced. The Contractor is responsible for ensuring that staff deployed to the processing contract are skilled and experienced in the law and practice of Benefits; the appropriate ICT systems in use by the Council; and the Council’s procedures.
The Contractor must have suitable mechanisms in place to evaluate the performance of all staff involved in the delivery of the Service.
The Contractor will supply the Council with such performance and monitoring information as the Council requires from time to time, and that the Council requires to discharge its reporting duties to management, and members. This information includes, but is not limited to, the analysis and performance of staff deployed to contract; planned availability of staff to contract; and other management information which is from time to time required.
Staff deployed to the contract by the Contractor will comply with the standards of the appropriate government departments and other appropriate national agencies, and with regard to personal standards of competence, data compliance or otherwise to enable effective access to secure national networks.


3 [bookmark: _Toc206145610]General Service Requirements
3.1 [bookmark: _Toc206145611]Overview
The further more general requirements of the Council’s specification are detailed within this section. 
3.2 [bookmark: _Toc215584139][bookmark: _Toc262065153][bookmark: _Toc206145612]Price
The Pricing Schedule shall apply.
3.3 [bookmark: _Toc215584140][bookmark: _Toc262065154][bookmark: _Toc206145613]Performance and reporting
The Contractor’s performance in delivering the Service will be measured against the output targets and outcome measures set out by the appointing Council.
The Contractor will be required to report to the Supervising Officer through written reports, monitoring forms and meetings. The format and frequency of such meetings to be determined by the appointing Council. 
3.4 [bookmark: _Toc206145614][bookmark: _Toc215584143][bookmark: _Toc262065157]Contract monitoring and reporting
The performance of the Contractor will be monitored by the Council, and in accordance with the targets agreed.
The Contractor shall have in place appropriate procedures and controls for maintaining and storing documents, materials and records relating to the Services.
Contract management meetings with the Contractor’s appointed account management staff will be agreed, and will be attended by the Contractor. Unless otherwise agreed by the Council, the Contractor meetings will be held at the offices of Tower Hamlets Council. Customer management meetings of this nature will not be chargeable to the Council.
The Contractor will also support the needs of the Council as regards independent audits and inspections, whether completed by the Council’s own Audit responsibilities or through the independent inspection processes of the Audit Commission.  There will be no charge for such support unless agreed by the Council in advance.
The Contractor will comply with Council established corporate working parameters, including the Council’s equal opportunities policy; the Council’s customer care and engagement strategies, and other identified corporate policies.
3.5 [bookmark: _Toc215584145][bookmark: _Toc262065159][bookmark: _Toc206145615]Work Completion Processes
The Council will agree with the Contractor Work Completion Processes which will be agreed to determine the operational completion of the workload processing under the agreement. The processes will be determined to manage the means by which work will be completed; the standards to be achieved; the processes which are to be followed; and the outcomes to be achieved. 
The Work Completion Processes may be varied by agreement between the Contractor and the Council, and shall be reviewed on such basis as the Council deems appropriate.
Different standards and terms of content may be prescribed by different and additional joiners to the Framework. The rules to be followed under this paragraph for each Council are a matter solely at each Council’s discretion.
3.6 [bookmark: _Toc214256435][bookmark: _Toc215584147][bookmark: _Toc262065161][bookmark: _Toc206145616]Council’s Complaints Handling
The Council wishes to have open communication with all of its customers and values the feedback it receives through complaints.  Anyone wishing to or receiving a service from the Council can make a complaint if they feel that they have not been treated fairly or properly or if the Council has not done what it promised, within the right time and to the right standard.  The same principle therefore applies to contracted Services and Supplies.
The Contractor shall observe and comply with the Council's Corporate Complaints procedure during, and after the operational life of the Contract.  
3.7 [bookmark: _Toc215584142][bookmark: _Toc262065156][bookmark: _Toc206145617]Processing Centres: Initial Requirements
The Contractor will identity the processing centres from which the contract support will be provided. Should the Contractor wish, within the life of the contract to use any different, or additional sites, the Contractor shall first advise the Council, and may only vary processing centres with the Council’s prior written agreement.
The Contractor must ensure that the buildings and facilities from which it delivers the Service are maintained and kept in a safe, clean and comfortable condition and are well presented and maintained in a suitable condition for their intended use.
3.8 [bookmark: _Toc206145618]Use of other Data Centres
The Contractor shall only use processing centres which have been previously agreed in writing by the Council. The Contractor shall only process work at these agreed centres, and using staff which have been authorised to use the systems, and in accordance with security compliance protocols explained elsewhere in the specification.
No use of other processing centres is authorised without the prior written agreement of the Council.
No use of processing centres which are located outside of the UK may be made without the prior written agreement of the Council.
3.9 [bookmark: _Toc206145619]Methods of Resilience
The Council has established an approach under the existing contract which provides effective, offsite processing services which deliver both savings, and the quality of processing services which are required. In the delivery of services under this specification, the supplier:
· Shall deliver the requirements of the Council’s specification;
· Shall use appropriately skilled, experienced, security cleared and authorised staff; and
· Shall not, without the specific prior written agreement of the Council deliver services under this contract by the use of Specialist Agency Workers or similar. 
3.10 [bookmark: _Toc206145620]Security compliance
The staff engaged in providing the services shall comply with the standards of the DWP and other appropriate national agencies, and with regard to personal standards of competence, data compliance or otherwise to enable effective access to secure national networks. Standards to be complied with include, but are not limited to, the adopted Government frameworks from time to time.
In the event of any doubt, the determination of the standards of compliance and certification process of staff and systems to be applied shall be a matter for the Council. The Contractor’s responsibilities shall include, but may not be limited to: 
· Completion of, and demonstration of completion of, agreed recruitment checks for appropriate staff; 
· Completion of all required forms and other necessary proof required for security compliance; 
· Completion, and presentation of management information and trend analysis in relation to the security compliance function; 
· Completion of, and demonstration of completion of, the day to day management and administration of service functions to agreed standards for security compliance; 
· Completion of necessary audits and security checks; 
· Recommendations, and proposals for operational change in the event that standards of compliance are changed by the appropriate Government departments.
3.11 [bookmark: _Toc206145621]Quality Assurance
The off-site Resilience contractor and the processing of claims completed under the contract will be subject to the same high level of checking that the Council’s own employed staff operate under.
The approach to quality control and quality checking includes:
· A general level of checking which is appropriate for all assessments staff;
· Initial checking in respect of all new processing staff, and which will result in staff being tested against a range of processing competencies. Against the framework, work failing to meet standards will be identified and returned to the contractor for correction and management;
· New processing staff reaching or exceeding quality control thresholds will be signed-off and will from that point be subject to the Council’s general quality control process;
· Staff failing to make sufficient progress, or whom have been deemed by the Council not capable of meeting Borough processing requirements by the Council may be identified, and rejected by the Borough for the processing contract. In the event that the Borough is required to operate a decision under this clause, the Borough’s decision is final;
· Targeted checking, which identifies different technical errors, and matches checking to identified staff at risk of error;
· Higher levels of checking from time to time, and in relation to risks including that presented by new staff; untrained staff; staff in training; system changes; or otherwise as determined in the sole discretion of the Council.
3.12 [bookmark: _Toc206145622]Correction of workload
In the event that through the quality assurance process or otherwise that completed work is identified which is not processed to standard, or in which errors are present or in which corrections are required, then the contractor shall, at the contractor’s cost, complete the necessary corrections to the work item.
Amendments to claims processing under this provision  shall be completed by the contractor in a prompt and timely fashion. In the event of any disagreement over the processes to be followed or the processing rules to be applied, the Council’s decision shall be final.
3.13 [bookmark: _Toc206145623]Correction of work by Council staff
The Council, acting at its sole discretion, may on a case by case basis determine that errors which have arisen in a piece of work are more easily corrected by the Council than be sent back to the remote processor. The Council may activate this provision at will, and notify the contractor afterwards.
In the event that the Council determines to operate this clause, the contractor will issue a credit note (in the event that the work has already been charged for) or in the event that the invoice is not yet raised, will not charge for the work item which has been corrected. The value of the credit note or the correction to the invoice is at the face value of the applicable work charge rate under the contract, no penalty element shall apply.
In the event that this clause is operated, the Council shall explain to the contractor the details of the work which has been corrected, including the nature of the error, and of the processing member of staff applicable.
3.14 [bookmark: _Toc206145624]Removal of processing staff
If the Council determines that a member of the remote team is not delivering sufficient standards of service, or is otherwise not suitable for processing the Council’s workload, the Council may have that member of the remote processing team removed from the Council’s contract. 
Should the application of this clause be necessary, the Council will explain the reasons for the decision. In the discharge of this clause, the Council’s decision is final.
3.15 [bookmark: _Toc206145625]Staff and Management
The Contractor shall deploy suitably skilled and experienced staff for the completion of the contract duties, including but not limited to:
· Account Management and Customer Management: The deployment of agreed, contract specific account management staff, whose attendance at meetings with the Council will be agreed, those meetings to take place at the Council’s offices;
· Management of contracted functions: The use of a single senior manager, with sole management responsibility for the Council’s workload; that employed senior managers will have the necessary skills, experience and competence whether through qualification or otherwise and which are consistent with the completion, to agreed standards, of the work of the Agreement; and that the Council may if necessary have a right of prior approval over the appointment of new staff to identified, senior posts. 
· Staff delivering contracted functions The use of agreed staff, with responsibility for the Council’s workload; Staff deployed to be consistent with agreed standards including for Benefits processing compliance with the spirit and the rule of emerging security standards which apply; and that employed staff will have the necessary skills, experience and competence whether through qualification or otherwise and which are consistent with the completion, to agreed standards, of the work of the contract (as opposed, for example, to the deployment of more generic operational managers with no sector specific experience). 
The Contractor shall ensure that staff deployed  to the processing contract  are skilled and experienced and trained in the law and practice of the contracted service functions (i.e. including but not limited to Housing and Council Tax Benefits; Council Tax Reduction processing or similar; the processing of other workload under the contract); the appropriate ICT systems in use by the Council; and the Council’s procedures. 
The Contractor must have suitable mechanisms in place to evaluate the performance of all staff involved in the delivery of the Service. 
The Contractor will supply the Council with such performance and monitoring information as the Council requires from time to time, and that the Council requires to discharge its reporting duties to management, and members. This information includes, but is not limited to, the analysis and performance of staff deployed to contract; analysis of ethnic background of staff deployed; and remuneration rates of staff deployed. 
3.16 [bookmark: _Toc206145626][bookmark: _Toc243402820]Processing of caseload with “core team”
The Contractor shall establish a “core team” of processing personnel, with the aim of establishing a core resource which is built as swiftly as possible to understand the Council’s processing requirements and to “parallel run” processing services remotely and to the same standards as the Boroughs own team. 
Characteristics shall, include:
· The core team will include an advance pilot group of 4-6 processors who will embed with local Council processing staff at the Council’s main processing office for a period of 3-5 days as the contract is set up;
· That core team should then be built on with remote processing staff, who then will process claims consistent with Council processing demands;
· It shall be the contractor’s responsibility to manage the core team, and to ensure that sufficient resources which fully understand Council processing requirements ae both available, and are fully compliant with Council processing requirements.
3.17 [bookmark: _Toc206145627]Specialist and High priority cases
The contractor will support the Council in response to queries received and investigations required and undertaken with respect to the Benefits Services.  These include, but are not limited to: 
· Councillors, MPs’ and MEPs’ queries; 
· The requirement for witness statements and schedules; 
· Commissioner for Local Administration’s investigations; 
· Other Ombudsman enquiries;
· Stage 1, 2 and Stage 3 complaints; 
· Fraud investigations;
· High priority cases involving critical decisions, including evictions; and
· Priority urgent cases for vulnerable clients referred by the Homeless Person Unit Liaison Officer or the Client Unit. 
[bookmark: _Toc243402821]The Contractor shall observe and comply with the Council's Corporate Complaints policies.  
3.18 [bookmark: _Toc215584144][bookmark: _Toc262065158][bookmark: _Toc206145628][bookmark: _Toc243402825]Customer Contact: Initial Requirements
The Contractor shall comply with all aspects of the Council’s policy, and to ensure that service delivery whether under the Resilience contract or through the Council’s own employed resource is seamless and as far as possible, undistinguishable to the Customer.
Compliance with the Council’s adopted protocols shall include that all contact with Customers shall be branded as contact with “Tower Hamlets Council” (or the appropriate Council Partner) and call back numbers shall be agreed with the Council in such a way to manage this public facing element of the Service to deliver, as far as possible, a coherent and seamless service.
3.19 [bookmark: _Toc206145629]Customer Contact: Additional Requirements
The contractor shall comply with all aspects of the Council’s Policies and shall provide the Services in such a way that whether under the contract or through the Council’s own employed resource is seamless and as far as possible, undistinguishable to the Customer. 
Compliance with the Council’s adopted protocols shall include that all contact with customers shall be branded as contact with “Tower Hamlets Council” and call back numbers shall be agreed with the Council in such a way to manage this public facing element of the Service to deliver, as far as possible, a coherent and seamless service. 
3.20 [bookmark: _Toc206145630]Regular and Exception Reporting
The contractor shall provide to the Council both regular and exception reporting for this Service, as follows:
Regular reporting
Shall be in accordance with the frameworks that are determined by the Council, and will be on a monthly, quarterly or such other frequency as is determined by the Council. Regular reporting will consider such matters as are deemed appropriate by the Council, and will include the reporting of the agreed performance indicators under this Agreement.
Exception Reporting
Exception reporting will be used under this Agreement for matters of urgency, including:
· Possible changes to budget, business plan, or performance; 
· Possible impacts upon the Service through identified key decisions, or other key, or “high profile” accounts under management and
· Any other matter in which the ongoing management of this Agreement might reasonably require that a reporting of that matter to the Council would be required, and in the  best interests of both the Council and the Contractor. 
Urgency Process
In the event that an urgency process is required, the contractor shall:
· Refer first to the appropriate operational service manager; and if no satisfaction, or if appropriate shall refer to; 
· The appropriate Head of Service. 
Transmission of information in this regard will be, by preference, by email or otherwise by hardcopy explaining clearly what the basis of the urgency is; what the risk is; and what the proposed mitigation and conflict resolution is. 
3.21 [bookmark: _Toc206145631]Change in Legislation
The contractor is responsible for the cost of changes in Legislation relating to services under the contract which:
· are issued as guidance or circulars by the Department for Work and Pensions or other Relevant Authority;
· are introduced by statutory instrument;
· are changes which a prudent competent contractor would reasonably foresee as being routine and in the nature of administering the Services described within this Specification.
3.22 [bookmark: _Toc206145632]Managing Service specific changes
The Council’s plans for partnership under this Agreement include responsibility for statutory services including but not limited to the administration of Housing and Council Tax Benefits, and in which the Council is obliged to follow administrative systems and rules which are defined by the Government. This section explains principles of change management which will apply to this Agreement.
Changes implemented at no cost
In the event that changes to processing frameworks are required, and for which there is no available financial administration support from the Government or similar (and the Council would otherwise be expected to implement the change without financial support), then in those cases the same principle shall apply to the contractor. For example, the DWP issue circulars on an almost weekly basis, the effect of which is to alter processing requirements and interpretation of the law. The vast majority of these, by volume, are issued by the DWP without available implementation grant or similar. Advice applicable under this paragraph includes advice from the DWP, the DCLG or any other appropriate government department.
Changes at cost
In some instances in which more major, or systemic change are required, the Government departments or similar may make implementation or additional administrative grant available. In those circumstances, the Government Departments or similar may publicise the individual awards made to qualifying Councils.
In those cases in which a change to process is required, and in which an additional implementation grant or administrative grant or similar is allowable, then  the Council expects that change to be capable of being chargeable, subject to dialogue between the Council and the contractor. The Council does not expect that the charges for such change will automatically be pegged to the published cash value of any award or grant published by the appropriate government department or similar, but the Council does expect the allocation of such implementation awards to trigger a debate to conclude implementation costs.
3.23 [bookmark: _Toc206145633]Training
The contractor shall ensure that all staff employed in the delivery of this Service receive suitable and appropriate specialised and customer service training throughout the duration of this Agreement.  The Contractor may be required to carry out a “Training Needs Analysis” (TNA) for all staff and ensure all training requirements and skills gaps are identified and met.  
The contractor shall ensure all new staff are fully trained and aware of the Council’s corporate standards prior to introduction to front line services (e.g. reception and call centre). 
3.24 [bookmark: _Toc206145634]Publicity and Information
The contractor shall:
· Not issue any statement or press release relating to this Service without prior approval of the Council; 
· Not respond directly to any Councillor for the Council without specific authorisation;
· Not respond directly to any Freedom of Information request or similar directly. In the event that a request under this Act is made, the contractor shall refer directly to the Council;
· Ensure that approval for any communication in relation to this Service is to be sought from, and given by only specific authorised officers agreed with the Council; and
· Liaise with the Council and seek advice regarding any direct enquiries from the press or media in relation to this Service before releasing any information or issuing any comments. 
3.25 [bookmark: _Toc206145635]Sales, Pre-sales, or Benchmarking visits
In the event that the Council and the Contractor develops a solution in relation to this Service which becomes commercially of interest to the wider market, the Council will:
· Agree with the Contractor the terms and conditions of responsibility for the completion of sales, presales, benchmarking or otherwise the support for hosted site visits in which there is a commercial advantage; and
· Act in the joint interests of both parties. 
3.26 [bookmark: _Toc206145636]Appropriate and Authorised Officers
The Contractor agrees with the Council a schedule of appropriate and authorised officers in relation to this Service, who will be responsible for signing-off, liaison or otherwise as the key points of contact for particular changes, or otherwise key events which will require the consideration of the appropriate Officer. The tasks and functions in which that schedule may have scope, include but are not limited to:
· Sign-off of communications and publicity, external;
· Sign-off of communications, internal;
· ICT Security compliance;
· Changes to procedure and practice, for agreed functions under this Agreement;
· Changes to procedure and practice and performance for General Income stream “customer” departments;
· Identified degradation on performance;
· Identified changes to financial performance;
· Authorisation of agreed levels of payments.
3.27 [bookmark: _Toc206145637]Right of Access to Processing Centres
The Council shall have a right of reasonable access to attend processing centres in use or proposed for use under the contract at any time and subject to reasonable notice to be agreed with the Contractor as appropriate.
3.28 [bookmark: _Toc206145638]Contractor Invoice Reconciliation
This paragraph applies for the management by the Council of invoices issued by the Contractor under the Contract, and for the reconciliation and payment of invoices. Each local authority using the Framework may at that authority’s discretion:
· Each Council using the Framework may use its own quality assurance system for the control of claims allocation;
· At the discretion of each Council, that internal quality control system may be used for the control and reconciliation of Contractor invoices based upon numbers and types of claims processed;
· Any Council using the Contract shall not be obliged to use any internal Contractor work controls systems and totals, should that Council wish to use the Council’s own adopted Quality control system; and
· For the avoidance of doubt, in the event of any differences in reconciliation of control totals, the Council’s own internal calculations shall prevail, and will be the totals by which agreed invoices are cleared for payment.
3.29 [bookmark: _Toc206145639]Payments in lieu of unexpected systems availability and similar
The Council may, at its sole discretion determine that payments may be made to the contractor in the event of unexpected systems availability and in which the consequence is that the contractor suffers losses in processing capacity having allocated processing resource to the contract and which cannot otherwise be re-deployed. For the purposes of the operation of this clause, and before considering the application of any payment to the contractor the Council would normally expect that:
· No claim under this clause would be made by the contractor without the ICT downtime in question having been logged through the Council’s usual ICT report logging systems;
· Matters which are only affecting individual assessors as opposed to more widespread problems will not be considered; 
· Matter of down time causing only a matter of minutes processing downtime will not be considered; and
· In any event, the Council will expect that the operation of this clause should be the exception rather than the norm, and that remote processing staff, in the event of downtime, will where possible be deployed to other work or otherwise managed as necessary by the contractor in order to avoid claims for processing downtime.
The means of calculating any payments under this clause, perhaps but not limited to situations in which widespread systems downtime causes comprehensive disruption to all processing staff whether Council employed or remote include:
· That the Council receives an understanding from the contractor of what losses have actually become unavoidable, having taken steps to manage other workstreams with remote processing staff; and
· Whatever calculations the Council chooses to make based upon respecting unavoidable financial losses outside of the contractor’s control, together with the best management of the Councils own financial cost-base;
· Claims under this clause will always be underpinned by the evidence that downtime was recorded and reported in the manner above, i.e. strictly at the time, and claimed immediately by the Contractor and certainly no later than within the week at hand.
3.30 [bookmark: _Toc206145640]Admission of Joining Councils Process
Tower Hamlets Council shall maintain control of the admission process for joining Councils to the Framework Agreement. The approach under the Framework to manage joining Councils includes, but is not limited to:
· The process by which new Council partners are admitted to the Framework Agreement;
· The extent to which the Specification contained within this Schedule 1 of the Invitation to Tender applies for joining Councils;
· The approach and use of Council staff and contractors for the effective management of resilience contracts; and
· The approach for the implementation of joining Councils, including the methodology for joining, and the resources which are to be applied in order to access the Framework.
The effective management of the joining process, including revisions to the joining process will at the discretion of Tower Hamlets Council be managed through the “Governance Board” established for the Framework.
3.31 [bookmark: _Toc206145641]Local Procedures for joining Councils
The provisions of this Specification shall apply for any joining Council for the day to day management of workload processing under the Contract. At each joining Council’s sole discretion, that Joining Council may establish procedures with the Contractor to be followed for the processing of workload under the contract and for that Council.
The application of local procedures under this paragraph for any Joining Council shall not oblige any other Council under the Framework to follow such procedures, nor suggest to the Contractor under the Framework that procedures applied at a joining Council shall apply for other members of the Framework.
3.32 [bookmark: _Toc206145642]Governance of Resilience
This paragraph applies to make provision for the proposed approach to Governance of the Framework.
· Tower Hamlets Council will provide a governance process for the month to month management of the Resilience service;
· For the purposes of governance, the Tower Hamlets Council will draft and maintain a Governance “Terms of Reference” document;
· The Governance Board will be constituted under these arrangements, and shall meet at a frequency determine by the Council and its partner Councils under the Framework. The initial expectation is that such meeting will take place at a frequency of 2-3 months;
· Membership of the Board will be determined under the Governance Terms of Reference;
· Attendance at the Board shall normally be at Head of Service level or similar on behalf of the Councils, and at Director or similar level for the Contractor;
· Governance arrangements managed at this level will be responsible for the successful strategic management and business direction of the Service, and will be provided for alongside day to day management completed by operational service managers;
· Under this iteration of the contract, we expect that the usual means of operation of Board will be as a “User Group”, at which normally Council users only will be represented, unless there are particular agenda items at which particular suppliers may be invited to by agreement.
3.33 [bookmark: _Toc206145643]Project Milestones, implementation and set-up
This paragraph applies to set out the target milestones and “critical path” for the implementation of Council joiners 
The process for setting up and implementing new remote service contract shall normally be completed within a six to eight week period unless prior agreed between the Council and the Contractor, and with the following outline milestones. Within the following table, the outline milestones begin from the point at which Joining Councils have successfully cleared the project sign-off, including Framework Contract and Call off agreement signature.
	Week
	Milestones

	1
	· Set up project and reporting. Council project staff and contractor.  Identify and exchange contact details for project staff, including Benefits and ICT /Communications and Telecoms specialists
· Ensure ICT and Telecoms specialists in contact

	2
	· Contractor site visits to Benefits team. Sign-off local procedures. 

	3
	· Set-up “core” processing remote processing pilot team, supply names of staff and appropriate authorisation forms. 

	4
	· Council set up remote processing staff on all appropriate ICT solutions and other Authorisations, provide necessary ICT for completion of remote processing;
· Test and prove remote processing connectivity;

	5
	· Pilot team attend Council processing team, and complete site based processing

	6
	· Remote team returns to Contractor hub and remote processing begins

	7
	· Council Benefits Team Leader attends remote processing hub to further support remote processing solution.
· Complete project sign off, ensure all deliverables achieved



3.34 [bookmark: _Toc206145644]Duties for setting up a contract
The duties of the Council and of the Contractor in setting up a contract include but are not limited to the following.
The duties of Joining Councils will include:
· Identification of Contract management, work allocation and other appropriate operational staff;
· Identification of appropriate ICT set-up contacts;
· Provision of key local processes which are known to be at variance with “standard” operating procedures;
· Support local site processing “pilot” team from contractor; and
· Provide as necessary site visits to the remote processing team, at operational team leader level or similar.
The duties of the Contractor will include:
· Provision of appropriate remote set-up staff, including operational Team Leader; ICT set –up specialists and similar;
· Identification of all set-up contacts ;
· Deliver site based “pilot” team of 3-6 assessment staff, to embed with Council processing team at that Council’s main place of Benefits processing for  a period of up to a week, to be agreed with each Council joining the Framework;
· Costs of staff, accommodation and travel for “pilot” team to be at the Contractor’s cost.
3.35 [bookmark: _Toc206145645]Management of Framework and Business Development
The Council may determine approaches with the Contractor which are designed to maximise business development under the Framework, including but not limited to:
· Management of business development under the Framework including agreed reporting at joint Governance Board;
· Agreed approaches to joint management of sales pipeline and similar and which are designed to maximise the potential of the Framework.
3.36 [bookmark: _Toc206145646]Case questions, reviews, FOI’s and similar during and post contract
This paragraph applies for the successful completion by the Council of any case management, case review, and Freedom of Information requests or otherwise information which is required by the Council in discharge of the Council’s duties for the proper administration of statutory duties to manage cases and case enquiries.
Should the Council require any information in discharge of its statutory duties and which requires additional information from the Contractor, then the Contractor will assist. This paragraph applies whether the request, case management review or otherwise takes place within the contract or after contract cessation.
It will normally be expected that the determination of information under this clause shall be without charge. If the scope of the request leaves the Contractor concluding that the service of the request will be chargeable, then the proposed charging mechanism will be determined before the request is complied with.
3.37 [bookmark: _Toc206145647]Proposed operation of Framework
The Council proposes to operate the Framework with reference to the following principles:
· The intention within the procurement is to appoint a Framework in which there are multiple suppliers;
· Within the scoring process used for evaluation of tenders, the Bidders submissions will be scored, and accordingly, Bids will be scored;
· The Council’s intention is work operate the Framework with reference to the Award Process below;
· As the potential scope of the Framework is planned to extend to other Councils in and around London, the Council considers it prudent to appoint multiple bidders and to take the necessary steps to provide for higher levels of supply under the Framework;
· Joining Councils under the Framework will be supported in their use if the Framework. Subject to each Council’s own procedures with regard to the use and operation of Frameworks, we believe this may include:
· The operation of the successful suppliers to the Framework with reference to the scores of the Bidders;
· In the event that particular specialism or requirements are present and which cannot be sourced from the highest scoring Suppliers to the Framework or in the event that the highest scoring supplier is at capacity, then the Council may at their discretion appoint Suppliers in the order of their appointment to the Framework, and at the point at which the Council locates a Supplier with the appropriate experience, skills or capacity; or
· By using “mini competitions” or similar to appoint a supplier.
3.38 [bookmark: _Toc206145648]Relationship of this Specification to any other Council under Framework
References to “The Council” or to “Tower Hamlets Council” or to “the Local Authority” shall apply to any joining Council as that Council’s rights and duties under this specification. This Specification shall accordingly apply as the core Specification for any joining Council admitted under this Framework.
3.39 [bookmark: _Toc206145649]Completion of meetings
Meetings under this Framework may be completed in person, or by Council agreement by Council approved “virtual” channel, including but not limited to MS Teams or similar.
3.40 [bookmark: _Toc206145650][bookmark: _Hlk65139887]“Cashback” or commission process
This paragraph applies solely to the London Borough of Tower Hamlets. The Council will apply a commission process to invoices raised in respect of all other Council users of the Framework. The initial rate at which the commission will apply is 5% of fees net of VAT.
The London Borough of Tower Hamlets may, at its sole discretion agree to vary or to otherwise adjust the rates of commission, either generally, or in relation to a particular Council or in any particular workstream. This provision will be operated by the Council in the best interests of the Council with reference to the ongoing management of the Framework, and balancing that against incomes achievable by the Council under the commission rate.
Changes to the commission shall be communicated to suppliers which are affected by the determination of any changes under this paragraph within a reasonable timescale, with references to changes to billing arrangements and communications with affected Council customers which may need to be made.


4 [bookmark: _Toc206145651]Award process
Appointment under this Framework may be completed by:
· Call-off without competition; or 
· Further competition.
Any Council using this Framework shall be responsible for determining which method of appointment shall apply.
4.1 [bookmark: _Toc206145652]Call off without competition, or Direct Award
The process for call-off without competition for any Council using this Framework is:
· The Purchasing Council will draft a clear specification of requirements. This specification will be included as part of the call-off contract which is awarded to the supplier which is selected by the Council;
· Referring to the Framework, select the Lot which most closely reflects the services which are required;
· Contact the London Borough of Tower Hamlets, to obtain details of the prices which have been quoted within the Framework;
· Direct award may be completed by either Price evaluation or by Quality evaluation;
· Once you have made a determination, the Purchasing Council may contact the selected supplier direct, and issue that supplier with a call off contract; 
· Within the direct award process, there is no need to notify the suppliers which the Purchasing Council has not selected;
· When Purchasing Councils are using the direct appointment process, suppliers may not alter prices, and only the prices quoted at the Framework tender process can be used;
· The terms and conditions of this Framework will apply to the call-off;
· The Purchasing Council may contact the supplier direct, quoting R6048 Tower Hamlets Remote Processing Framework 2025 and the Framework under which the call-off is conducted.
4.2 [bookmark: _Toc206145653]Call off with competition or Mini-competition
A further competition or mini competition may be used by any Council using this Framework:
· The prices for the Framework which are quoted within a competition process may be equal to or lower than the prices quoted within the Framework tender; 
· Quotes received under a further competition process should be assessed on price and quality, using 40% price and 60% quality;
· The Purchasing Council will draft a clear specification of requirements. This specification will be included as part of the call-off contract which is awarded to the supplier which is selected by the Council;
· Referring to the Framework, select the Lot which most closely reflects the services which are required;
· All suppliers shown at any Lot will be asked to submit responses to the competition;
· Tender documentation should be issued to suppliers on the Framework in an appropriate fashion by the use of the purchasing Council’s procurement portal, or similar;
· Sufficient time must be allowed for Suppliers to prepare their bids, with reference to the scale and complexity of the services on offer and being sought by the purchasing council;
· Councils using the Framework will note that while it is their responsibility to determine the time which is made available for mini-competition response, a timescale from invitation to respond to conclusion of three weeks will not normally be considered unreasonable;
· The closing time for the bids must be clearly shown within the documentation issued, and bids should not be opened until that time has passed;
· All clarifications must be made through the tender portal being used and the Purchasing Council must ensure that all potential bidders have access to the same information;
· Bids should be fairly evaluated by a review panel of the Purchasing Council’s determination, and the successful and unsuccessful bidders should be communicated with to confirm the Purchasing Council’s decision.
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[bookmark: _Toc206145654]Appendix 1: Definitions
The following terms, as used within this specification are defined.
All terms used within this document which have recognised meaning under the law of Revenues, Benefits, Income collection and the collection of rents, under legislation including the Local Government Act 1988; the Local Government Act 1992; and the Housing Benefits and Social Security Act 1982 shall have the meanings prescribed under the terms of the relevant Legislation. 
In addition the following terms are defined:
	
	

	Contractor
	Means the supplier to the Council completing services under this specification

	The Council or The Borough
	Means the Tower Hamlets London Borough Council

	Housing and Council Tax Benefit Subsidy
	Means the system which is used by the appropriate Government department, including the DWP or similar, and by which Councils are recompensed for the costs of disbursements under statutory welfare benefits systems for which the Council has responsibility;

	Joining Council
	Means any Council admitted under the Framework Agreement to the agreement

	Key Performance Indicator
	means the Performance Standards and Availability Threshold requirement from the Contractor;

	Services
	Means processing of workload under the terms of this specification

	Service Level Agreement: 
	means the agreement specifying the operational rules for completing work which applies

	Specialist Agency Workers
	means temporary workers employed by a party under this specification, and employed by that party through an agency and under which typically fee rates payable in respect of the worker will be hourly or daily, and under which no guarantee of full time employment by the party is tendered or entered into.

	Specification
	Means the specification services.

	Subsidy
	means the subsidy granted to income related benefits pursuant to the Subsidy to Authorities Order, SI 1998/562 (as amended), or any such other guidance and regulations issued by the Secretary of State for Work and Pensions or similar in respect of Housing Benefit and Council Tax Benefit;

	Written agreement
	Means a communication between the parties which is written, whether in “hard copy” or exchanged in electronic means, including email. Communications by SMS text messaging, social media including but not limited to “Facebook” “Twitter” and “Linked In” or similar are not included within this definition.



19
© Tower Hamlets Council 2025
