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1 [bookmark: _Toc295896381][bookmark: _Toc206145939][bookmark: _Toc243402784]Overview
1.1 [bookmark: _Toc295896382][bookmark: _Toc206145940]Overview
The specification for the Council’s remote processing service is provided here, and shall apply for Lot 2.
1.2 [bookmark: _Toc206145941][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: _Toc206145942][bookmark: _Toc295989068][bookmark: _Toc295896384]Scope of remote processing 
The remote processing services covered by this specification are:
Enforcement Services:
· High Court and County Court enforcement services
· Recovery of debt
· Tracing services
· Location of assets and asset recovery/realisation services
· Registration of debts against property assets, charging orders and similar
· Insolvency services
Any Other Services, being within the responsibility of the relevant manager of any participating Council user, and which whether mentioned above or not fall within the scope of the manager’s service, and are determined by that Council’s Manager as being suitable for the remote processing service.


2 [bookmark: _Toc206145943]Service specific requirements
2.1 [bookmark: _Toc215584133][bookmark: _Toc262065147][bookmark: _Toc206145944]Document purpose
This document explains the specialist enforcement 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 at lot 2, specialist enforcement services.
2.2 [bookmark: _Toc206145945][bookmark: _Toc215584135][bookmark: _Toc262065149]Scope of processing, Enforcement Services
The London Borough of Tower Hamlets (LBTH) is looking for a Law Society Regulated and SRA (Solicitors Regulation Authority) service provider (herein after referred to as the ‘supplier’) to carry out a range of services.
2.3 [bookmark: _Toc206145946]Standards and registration
All suppliers must include proof of registration with the appropriate regulatory body and all suppliers must meet the appropriate industry standards. 
2.4 [bookmark: _Toc206145947]Representation and court action
The supplier will be required to supply legal advice and instruct specialist Counsel, in relation to liability disputes/appeals and either Liability Order applications in the Magistrates’ Court or application to the High Court to counter rate avoidance for Non-Domestic Rates, as part of the Council’s rate retention priorities. Any successful supplier will therefore be required to supply legal advice and instruct Counsel in relation to any of the aforementioned and represent the Council in proceedings initiated by taxpayers or debtors or Council in the Magistrates Court, High Court, Court of Appeal or UK Supreme Court. 
2.5 [bookmark: _Toc206145948]Payment of statutory fees
The Council will pay all statutory fees due to the Court Service and the Insolvency Service. The fees will be recovered, where applicable, as part of the process or by the official receiver.  
2.6 [bookmark: _Toc206145949]Secure communication
The Supplier will comply with Data Protection requirements and have in place secure systems for communication and transfer of work, via encryption, using Egress or a similar approved email encryption service or via secure data transfer. 
The Council will send all work electronically to the supplier, and the supplier will acknowledge receipt and understanding of the brief within 3 working days.
2.7 [bookmark: _Toc206145950]Advice
The supplier will, at all times advise the Council of the best options to take when recovering outstanding arrears for free.
2.8 [bookmark: _Toc206145951]Council Tax and Rates
Enforcement matters relating to Council Tax and Non-Domestic Rates will be at post Liability Order stage and will require bankruptcy, liquidation or charging orders to be issued. The supplier will arrange for the issue of statutory demands in respect of individuals and limited companies and arrange bankruptcy and winding up petitions at the High Court or the appropriate County Court.
2.9 [bookmark: _Toc206145952]Charging Orders
The supplier will deal with applications made to force the sale of premises subject to Charging Orders (possession and sale).  The process and sale will be managed by the supplier.  As part of the service, the supplier will arrange for a valuation of the property, check for any other charges registered against the property, including mortgages, and take steps to limit any risk or liability to the Council in respect of any potential of loss.
2.10 [bookmark: _Toc206145953]Assets abroad
The supplier will make all necessary enquiries where the limited company is a foreign based entity and registered abroad. This will include carrying out searches on the Foreign Company Register or in the appropriate jurisdiction.
2.11 [bookmark: _Toc206145954]Process serving
For individual debts the supplier will ensure their process server makes adequate enquiries where the individual cannot be located for service of legal documents.
2.12 [bookmark: _Toc206145955]Sundry Income
In respect of sundry debtors, action will need to be taken via the County Court to seek judgement and subsequent enforcement action. 
2.13 [bookmark: _Toc206145956]Non-standard referrals
An SLA (Service Level Agreement) will be agreed for Non Standard referrals. This to include matters such as Parking issues and overpaid housing benefit matters.
2.14 [bookmark: _Toc206145957]Issue of letters Before Action
Prepared and sent within 3 working days, Stat Demands- Prepared and issued to an agent to serve within 3 working days.  Charging Order applications within 3 working days.  Confirmation of receipt, then referral to the agent or Court being made.  The tender proposal must detail the proposed time scales offered where an enhanced service is being proposed.
The supplier may also be required to issue “pre-action warning letters” for other Council debts such as Parking Debts, Former Tenant Rent arrears, leasehold services and major works. The supplier should include on the schedule of charges the cost for this service as a separate item.
2.15 [bookmark: _Toc206145958]User portal
The supplier will have an ‘on line system’ that can be accessed by Council staff at all times. The system will show a full case history including any payments received and additional charges due. 
2.16 [bookmark: _Toc206145959]Reporting
The supplier will also provide statistical reports monthly in accordance with the SLA and ad-hoc reports as and when requested by the Council via email. The supplier should as part of the tender supply examples of periodic reports that can be supplied in respect of the total case load, not limited to but to include, a breakdown of current cases, new instructions, served stat demands, served petitions, cases out with agents to serve by time frame, cases with agents to trace and, monies collected broken down into costs/fee and initial debt. 
2.17 [bookmark: _Toc206145960]Liaison 
The supplier will email the Council when seeking further instructions on all matters, providing professional advice on the options and best way to proceed.  
2.18 [bookmark: _Toc206145961]Insolvency
The supplier will liaise with the Official Receiver and Insolvency Practitioners and represent the Council in the above matters.
The supplier must provide a list of recommended Insolvency Practitioners, to be approved by the Council, for appointments in place of the Official Receiver, where a company is wound up or a personal bankruptcy order is made.
The supplier will represent the Councils’ best interest in cases where a Bankruptcy Order is made or a Company is wound up. An Insolvency Practitioner should be appointed once the order is made and where a realistic recovery can be made. The Council must be informed of all appointments. 
The details of any registered Insolvency Practitioners should include a schedule of fees associated with each band of professional along with references to be supplied within the tender. In addition the Insolvency Practitioners must detail all free ancillary advice/training and support services they can supply the Council. 
2.19 [bookmark: _Toc206145962]Attendance at court
The supplier will attend, or arrange Counsel to attend, the High Court/Magistrate Court where applications have been made to set aside statutory demands, bankruptcy orders annulled or liability orders in respect of insolvency proceedings issued for Council Tax and Non Domestic Rate or Judicial Review in respect of Magistrates’ Court decisions. This also includes applications made against the Council for costs only and vice versa. The supplier must be able to demonstrate experience in all these areas and manage the whole process and defence. 
2.20 [bookmark: _Toc206145963]Instruction of Counsel
Where Counsel is instructed, they must have extensive experience within the field. The supplier shall provide with the tender a list of their in-house litigators and any outside solicitors and recommended barristers they have used previously or would look to instruct including their resumes for approval by the Council. This must include a legal practitioner experienced in dealing with matters relating to Council Tax and Non Domestic Rates and applications to Set Aside Liability Orders in the Magistrates’ Court and Judgements in the County Court and handing of judicial reviews/case stated in the High Court or UK Supreme Court. A schedule of fees associated with any outside Counsel must be provided. 
Where necessary the supplier will prepare witness statements/evidence bundles on behalf of the Council as required in defending these matters.
The supplier and any of their suppliers of professional services delivered under the contract will need to follow the Council’s Equalities Policies in the implementation of the services taking specific regard to vulnerability and the safeguarding of the vulnerable.  
2.21 [bookmark: _Toc206145964]Training
The supplier must provide details of the regularity of staff training, their training program including training for vulnerability and the safeguarding of the vulnerable 
2.22 [bookmark: _Toc206145965]Process serving
The supplier shall contract a proven supplier of services, to be approved by the Council, to supply tracing and process serving services at a competitive and agreed unit price. In terms of process serving, the expectation is that attempts to serve will commence within 2 working days of the instruction being passed to the agent.  The service and contract will include an SLA agreed by the council will detail minimum service standards, in respect of the service of demands/petition, detailing timelines and reporting requirements where service is delayed.     The details of each company supplying services, along with schedule of charges, SLA and references to be supplied within the tender. The supplier of the process serving will be required to identify any potential vulnerability for safeguarding of the vulnerable and report these to the supplier and the supplier to the Council.    
2.23 [bookmark: _Toc206145966]Offers of payment
All offers of payment must be put to and approved by the Council. The supplier will be required to make recommendations on the offer with supporting evidence or information.  Where a payment plan is defaulted on, the supplier will be required to take further steps within 5 working days of default. All arrangements are to be monitored monthly or as requested.
2.24 [bookmark: _Toc206145967]Site meetings
The supplier will attend monthly case review meetings at the Council’s offices, or at the supplier’s London offices, to discuss performance and any ongoing issues. The Council ideally would require the supplier to have local knowledge and be within the London area to allow debtors personal contact to discuss issues in person.    
2.25 [bookmark: _Toc206145968]Short term appointment
The supplier, will on occasion, be required to convene case conferences at short notice or attend court on our behalf and be able to demonstrate how this would be managed. 
2.26 [bookmark: _Toc206145969]Fees
The Council must be invoiced on a monthly basis for payment of any fees due and remit at the same time collected monies due to the Council.  All payments collected by the supplier will be held in a ‘Client Account’ prior to remitting by BACS.
Invoicing and remittance will be separately broken down for each debt type and then into debt, interest and recovered legal fees.
Suppliers should quote for any commission due on any pre-enforcement notices such as letters before action for any other debts outside the scope of this specification.
2.27 [bookmark: _Toc206145970]Payment of recovered charges
Charges recovered by the supplier and receivable by the Council under this framework are covered by this paragraph. Charges which are recovered by the supplier, and which have cleared into the supplier’s clients fees bank account or similar will be remitted to the Council within 28 days in full.
2.28 [bookmark: _Toc215584141][bookmark: _Toc262065155][bookmark: _Toc206145971]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: _Toc65478835][bookmark: _Toc206145972]General Service Requirements
3.1 [bookmark: _Toc65478836][bookmark: _Toc206145973]Overview
The further more general requirements of the Council’s specification are detailed within this section. 
3.2 [bookmark: _Toc215584139][bookmark: _Toc262065153][bookmark: _Toc65478837][bookmark: _Toc206145974]Price
The Pricing Schedule shall apply.
3.3 [bookmark: _Toc215584140][bookmark: _Toc262065154][bookmark: _Toc65478838][bookmark: _Toc206145975]Performance and reporting
The Contractor’s performance in delivering the Service will be measured against the output targets and outcome measures set out above in 4 below.
The Contractor will be required to report to the Supervising Officer through written reports, monitoring forms and meetings. The format and frequency of 
3.4 [bookmark: _Toc65478839][bookmark: _Toc206145976][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 Service. 
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: _Toc65478840][bookmark: _Toc206145977]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: _Toc65478842][bookmark: _Toc206145978]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: _Toc65478843][bookmark: _Toc206145979]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: _Toc65478844][bookmark: _Toc206145980]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: _Toc65478845][bookmark: _Toc206145981]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: _Toc65478851][bookmark: _Toc206145982]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.
3.11 [bookmark: _Toc65478852][bookmark: _Toc206145983]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 rules of emerging security compliance ; 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. 
3.12 [bookmark: _Toc243402820][bookmark: _Toc65478854][bookmark: _Toc206145984]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.  
3.13 [bookmark: _Toc215584144][bookmark: _Toc262065158][bookmark: _Toc65478855][bookmark: _Toc206145985][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 Councils 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.
3.14 [bookmark: _Toc65478857][bookmark: _Toc206145986]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. 
3.15 [bookmark: _Toc65478859][bookmark: _Toc206145987]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.
3.16 [bookmark: _Toc65478861][bookmark: _Toc206145988]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. 
3.17 [bookmark: _Toc65478862][bookmark: _Toc206145989]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. 
3.18 [bookmark: _Toc65478863][bookmark: _Toc206145990]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.
3.19 [bookmark: _Toc65478864][bookmark: _Toc206145991]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.
3.20 [bookmark: _Toc65478867][bookmark: _Toc206145992]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.
3.21 [bookmark: _Toc65478868][bookmark: _Toc206145993]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.
3.22 [bookmark: _Toc65478869][bookmark: _Toc206145994]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.
3.23 [bookmark: _Toc65478870][bookmark: _Toc206145995]Project Milestones, implementation and set-up
The process for setting up and implementing new remote service contract shall normally be completed within an agreed period unless prior agreed between the Council and the Contractor. Timescales and milestones agreed may include with reference to:
· Initial project set-up, scope of instructions, agreed milestones with supplier, and client reporting;
· Agreed instructions and data extract for instructions;
· Regular and exception reporting;
· Reporting and transfer of fees.
3.24 [bookmark: _Toc65478871][bookmark: _Toc206145996]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.
3.25 [bookmark: _Toc65478872][bookmark: _Toc206145997]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.
3.26 [bookmark: _Toc65478874][bookmark: _Toc206145998]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.
3.27 [bookmark: _Toc65478875][bookmark: _Toc206145999]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 to 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.
3.28 [bookmark: _Toc65478876][bookmark: _Toc206146000]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.
3.29 [bookmark: _Toc65478877][bookmark: _Toc206146001]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.
3.30 [bookmark: _Toc65478878][bookmark: _Toc206146002][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: _Toc65478879][bookmark: _Toc206146003]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: _Toc65478880][bookmark: _Toc206146004]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: _Toc65478881][bookmark: _Toc206146005]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: _Toc65478882][bookmark: _Toc206146006]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

	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 for services.

	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.
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