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1 INTRODUCTION 
Lancashire County Council ("the Authority") has a strong track record of achievement in terms of its ICT function and customer access strategy and was used as an exemplar of best practice by HM Treasury in their Operational Efficiency Programme final report published in April 2009.  However, we do not want to stand still.  We are constantly striving to do better and want to improve the services we provide to all of our customers. 

We are looking to place our customers at the heart of everything we do, and to use and develop our ICT and customer access infrastructure to become more effective and efficient and drive out savings across the organisation. In our Corporate Customer Access Strategy 2009/13, a copy of which is attached at Appendix 1, we have promised to: 

"redesign our services from end to end to maximise the use of new technology ensuring access to our services becomes easier for members of the public and efficiency savings are delivered". 
Similar to the wider public sector, we are operating in a challenging financial climate, bringing with it a compelling need to transform both "what we do" and "how we do it" across all of our services to enable provision of the best possible value for money services to all our customers.

This transformation is a significant undertaking.  We know we will be more likely to succeed if we work with a partner and embrace different delivery models.  On our own, we lack the skills in some areas to deliver this scale of change, and in many cases our internal resources are fully committed to delivering existing day to day business.  We are therefore looking for an innovative private sector partner to establish and work with us in a new joint public private partnership.

We believe that working in partnership with a strategic partner will:

· Give us the best opportunity to maximise the benefits from our ongoing investment in ICT, our website and the Customer Service Centre and to respond to the massive financial and improvement challenges;

· Help us to continue the transformation of our HR/Payroll Service including the implementation of an integrated HR/Payroll system;

· Deliver significant financial benefits to the County Council and act as a catalyst for innovation and improvement.

We believe that such a partnership can bring the following benefits: 

· Risk Share. We want to create a public private partnership under which our partner shares the risks of achieving this transformation, adopting the principle that a risk will sit with the party best able to manage it

·  Capability and Capacity to successfully deliver the necessary changes. We want a partner who will bring both capability and capacity to the partnership in key areas, both in terms of additional resources to deliver the change, but also knowledge and expertise developed through proven experience of delivering similar outcomes through working in partnership with public sector organisations.  This will supplement our existing resource base, including the skills of our staff, and help to fill gaps where necessary.

· Shared Leadership and Strong Drive to Transform .Our partnership, and therefore the partner we want to work with, will support us in leading the changes necessary in order to deliver significant financial savings.  The partnership will give us a clear focus for our efforts, whilst the partner themselves can actively drive forward work in key areas.

· Shared Services.  The partnership will provide a legal and commercial vehicle to enable future shared services activity with any one or more of our public sector partners identified in the OJEU Notice.  We also see the partnership as the vehicle through which wide commercial and trading opportunities can be delivered. 

· Innovation.  We are looking for a partner that will bring new ways of working, new ways of thinking, and alternative models for delivery to the partnership.  This fresh perspective will be invaluable in delivering the changes required.

· Procurement Power.  Through the partnership, and through access to the partner's own resources and operations, we want to be able to achieve efficiencies through economies of scale when procuring in the market.

· Improved Outcomes & Reduced Costs.  The end result of this work will be the creation of a true public private partnership that will deliver efficient and effective services which help ensure the best possible outcomes for the people of Lancashire.

· Economic Development.  It is evident from recent actions and government plans that there is a relocation of jobs out of London.  This is already happening in local and central government.  We are looking for a partner who shares our enthusiasm for this agenda and ideally, a proven track record of early success in this area.

Other public sector bodies within Lancashire share our vision for citizen-centred transformation. These organisations are named in the OJEU Notice as part of this procurement process and each will have the opportunity to take advantage of the services the partnership will provide in the future. 

We will not be prescriptive about the exact model for this partnership.  This is one of the key issues that we will want to explore with potential partners through the competitive dialogue.  However we are not outsourcing (contracting out) our services, nor are we looking to in-source consultancy and remain open minded about the types of delivery model 

As a true partner in the strategic partnership, we expect to have an equal role in all key decisions.  Again we will use the competitive dialogue process to explore the best way of delivering these outcomes.

Importantly we are looking for a partner who has proven track record of working in partnership with the public sector to deliver similar objectivities and outcomes.  There are several key questions in the Pre-Qualification Questionnaire to help shortlist potential partners who have the technical and professional ability to work successfully with us, as demonstrated by recent experience of working with public sector organisations in a similar way. 

2 OVERALL SCOPES OF THE LANCASHIRE SERVICES 

2.1 Overall Scope 

The OJEU Notice uses three general headings to describe the overall scope of the services which are the subject of this procurement:

· "Core Services" 

· "Additional Services"

· "Cumbria Services"

In relation to all services, there will be common themes which are fundamental to their successful delivery and performance: consistency of approach; continuous improvement; delivery of medium and long term cost benefits; delivery of outcomes; efficiency and effectiveness; improved performance delivery; innovation; sustainability and transformation.  During the competitive dialogue stage potential partners will be asked to explain how they will work with us to achieve these common themes.
2.2 Core Services 
Core Services comprise a number of existing services which the Partnership, once established will become responsible for delivering and improving.  In addition there are a number of new initiatives and projects for which the Partnership will propose and subsequently implement and deliver solutions. 

2.2.1 Existing Services 
Information & Communication Technology Services (Estimated current Authority expenditure in the region of £33m PA)
Business Applications System Support and Development Services
· Application support for all systems within the Authority 
· Application development and updates for all systems, including Oracle Business Systems
· Staff support, training, advice and guidance for key systems

· Business processes analysis and  re-engineering
Professional ICT Services 
· Strategic development of ICT for the Authority 

· Account management 
· Project management of ICT projects 
· Support to complex procurements 
· Systems development commissioning for ICT projects 
· ICT asset management and development

Operational ICT, Help Desk and First Line Support

· Call management and problem resolution, including call logging and prioritisation 
· Remote support, advice and guidance to all users 
· Remote and physical fault fixing
· Service continuation of critical communications links and networks – ensuring that they are fully functional at all times
· Requesting and planning installations and moves
· Procurement of hardware and software 
· Hardware maintenance and support

Technical Support
· Technical support to the infrastructure including all servers and software

· Maintenance, management and updating the network 
· Telecommunications and network support  for voice and data networks
· Data centre, including information security and integrity, data backups, service continuity ; tape movements, large volume printing and electronic transfer of financial data to and from the banks

Print & Reprographic Services

· High volume print service 
· Provision and support of Multi Functional Devices 
· Procurement of Multi Functional Devices
Schools ICT Services

· Single point of contact for ICT support to schools and other educational sites

· Broadband network infrastructure to schools and other educational sites (also for Cumbria County Council, however the Authority cannot guarantee the involvement of Cumbria County Council (see paragraph 2.3.3)
· ICT Desktop support services to schools and other educational sites

Internal ICT Lead and Support 
· Provide a lead role in each of our Directorates  for the development and implementation of Corporate and Directorate ICT, Customer Access and Information Management Strategies and Policies
Geographic Information System Services

· Create, store, analyse and manage spatial data and associated attributes

· Display and share geographically referenced information from various sources

· Use geographic information to record asset locations during customer enquiries

· Analyse multiple spatial data layers to inform decision making
Customer Access and Customer Services (Estimated current Authority expenditure in the region of £3.5m PA)

Delivery of the Authority's current Customer Access Strategy and any subsequent strategy(s), including:

· Web Services

· Manage and publish the public website
· Manage and publish the corporate intranet
· Deliver and manage other forms of similar web based access arrangements including social media 

Telephone Services

· Operate the Customer Service Centre, the first point of contact, assessment and resolution for many services via the telephone (services currently provided by the centre include social care, highways, signposting and registrars plus many others.  The ambition is to expand this to include the majority of the Authority's services)
Face to Face Services

· Provision of a targeted service for those citizens who are unable to use the self service or telephony channels (currently provided through a mix of fixed venues in Authority facilities  and a flexible service using mobile customer service officers visiting a mix of venues many of which are not  Authority facilities )
Human Resources, Learning and Development, and Payroll services to the Authority and its partners/customers (Estimated current Authority expenditure in the region of £8.5m PA)
· Provision of a fully integrated  HR and payroll system

· Provision of a comprehensive on-line suite of employee and manager self-service functions with full integration to the HR and payroll application and electronic employee personal files

· Delivery of high volume work-flow-enabled HR and Payroll transactional services 

· Provision of an HR telephone contact centre covering transactional enquiries, on-line self-service applications advice and, policy and practice guidance for managers, bursars and Head Teachers 

· Provision of an  extensive HR website containing policy and guidance documents and manager tool-kits

·  Provision of a complete suite of manager and employee e-learning packages

· Provision of an agreed data set on call and transactional activity 

·  Provision of a full suite of easy access self-service management information  and ad-hoc reporting

· Development of staff engaged in activities delivered by the partnership 

· Development of staff and managers in the use of on-line self-service functions

· Developing and maintaining relationships with partners and customers

· Service and business development

· Electronic employee files including single point of access to capture and maintain employee information (including historical data)

· Engagement in and where appropriate, development of, all Lancashire, North West and national e-recruitment portals

· Provision of  a change management capability within the partnership  in order to sustain and drive the effort required to move the Authority , the Partner and the Partnership to the new ways of working

· Service, processes and systems must be scaleable, compatible (integration) with other systems and able to service multi-organisations 

· Employee references and checks, including Criminal Records Bureau and provision of references to third parties. 

· Payroll administration, including PAYE, salary sacrifice, allowances, contributions and overpayment recovery for 100,000 employees and pensioners. 

· Recruitment administration

Pensions Scheme Administration (Estimated Authority current expenditure in the region of £2.7 m PA)
· Provision of pensions administration services ; specifically to undertake the full range of administrative responsibilities and tasks in relation to the Local Government Pension Scheme (LGPS), the Police Officer Pensions Schemes (old and new) and the Firefighters' Pension Scheme (old and new) under the terms of existing and future Service Level Agreements ( "SLA") in place between the Authority's Pensions Services and the Authority's Pension Fund Committee, the Lancashire Police Authority and the Lancashire Combined Fire Authority respectively.  Under the terms of the SLA with the Authority's Pension Fund Committee, there is an undertaking to charge Lancashire County Pension Fund no more than the lower quartile cost for administration as reported by the government's annual statistical survey (SF3).

· To draft, maintain, monitor and operate under the terms of the statutory statements in place in respect of the LGPS, including the Funding Strategy Statement, the Governance Policy Statement, the Communication Policy Statement and the Pensions Administration Strategy Statement, on behalf of the Pension Fund Committee and the Authority  as administering authority

· Service and business development including the development of a web based pensions administration system in conjunction with external software providers.  This includes further development of on-line self-service functions

· Development of scheme members (approx 130,000 members) and employers ( currently 120 employers across local authorities and associated associations across Lancashire) in the use of the on-line self-service functions

· Developing and maintaining relationships with partners and customers (including SLA clients), including the provision of a help desk facility, pension surgeries, communications with members and web based communication facilities.

· Administration and maintenance of records, including processing of joiners and leavers

· Calculation, processing and payment of benefits on behalf of members and employers.

· The production of annual benefits statements for the active and deferred membership of the scheme's administered (approx 80,000)

· Processing of monthly payroll and payment of pension benefits to pensioner members of the schemes under administration (approx 35,000 pensioners)

· The collection and cleaning of data from employers on an annual and 3 yearly basis in order to ensure accurate and robust data is used in the production of the Fund annual report, the employers FRS17 reporting responsibilities and the tri-ennial valuation of the Fund

· Support to the Authority's Pension Fund Committee and the Pension Fund Administration Sub Committee in line with their terms of reference as well as supporting the Treasurer to the Pension Fund

· Advice to the Authority as administering authority of the LGPS in respect of the implication of legislative change relating to the LGPS as well advice and guidance to employers

· Implementation of new pension legislation 

2.2.2   New Initiatives and Projects
We see the partnership as the key vehicle for transformation across the Authority; optimising savings, our assets, our people and our thinking. The partnership will be expected to develop thinking, challenge the status quo, and stimulate new ideas of working and to help shape a new Lancashire by working closely with the Authority.  We are looking for a partner who shares our values of continuous improvement, shaping services around the customer and working as a true partner.  In the dialogue phase we would welcome your thoughts on the following which reflect several of the broad initiatives and projects which the partnership will develop and implement, particularly showing how you will help reshape services, bring capacity, help develop a shared services approach across Lancashire and widen social inclusion.

· Transform the HR/Payroll function, and the workings of the wider organisation, through the implementation of an integrated HR/Payroll system early in 2011/12. This HR/Payroll project will be a major step in the implementation of a full Enterprise Resource Planning (ERP) solution. In the later stages of the dialogue process, we expect potential partners to propose a system and implementation plans

· Select, implement and deploy an enterprise strength multi channel Automatic Call Distributor (ACD)

· Create efficiencies through the collaborative use of network infrastructure 

· Review the Authority's complete ICT function

· Review the roll-out of our Corporate Electronic Records Management (CERM) system and drive out savings through better electronic document and records management
· Evaluate, select and implement efficient and effective e-Procurement solutions, including an E-Marketplace solution
· Review and if appropriate replace any core ICT system (for example the current in house Adult Social Care System)
· Assess the requirements for Dual Data Centre facilities, and deliver an appropriate solution 

· Develop and implement practical proposals for delivering the Authority's "ICT in the Community:  A Vision for Lancashire"

· Review the hours of operations of our Customer Service Centre in order to move to a 24/7 centre
· Deliver an ongoing programme of service integration into the Customer Service Centre consistent with the delivery of the Customer Access Strategy
· Review end to end transactional services 
2.3 Additional Services 

Additional Services fall into two categories:  Authority Additional Services and Beneficiary Organisations Additional Services.

2.3.1 Authority Additional Services (Estimated Authority current expenditure on the additional services in the region of £35m to £45m PA)
In the medium to longer term we see the partnership as being the key vehicle for transforming other Authority services.  If we are satisfied that the partnership is meeting its objectives then the partnership may also be required to provide any one or more of the following services.  The processes by which Additional Services can be brought into the partnership will be developed during the competitive dialogue phases of the procurement.

Other Education Services ICT 

The following nine areas contribute to wider ICT service provision in an educational context and could be included 

Personalisation of curriculum and learning

Inclusion and special educational needs

14-19 continuity
The Wider Children’s Services agenda

Change management and CPD
Management and administration

Community access and use of ICT
Implications for design of physical environments for learning
Contribution of existing facilities and services

Finance Services 

Financial strategy and policy management will be retained by the Authority. However, other finance services may be provided through the partnership in the future. 

Procurement 
The scope of these services could include: delivering savings through the review of the procurement of goods, services and works outside of the Core Services; development and management of corporate contracts, implementation and review of e-procurement solutions, transactional procurement services (including the requisitioning of goods and services), e-tendering; catalogue management; provision of procurement statistics and management information; provision of e-auctions; provision of procurement training, manuals and procedures and the provision of information and guidance to staff in relation to procurement activities, including the provision of web-based self service tools and e-learning.
Human Resources Services 
Human resource strategy development, policy management and employee-relations will be retained by the Authority.  However, other Human Resources services may be provided through the partnership in the future. 
E- Communications 
The scope of these services could include channel design; run channels; content development; management of the Authority content for multi-agency websites.
2.3.2 Beneficiary Organisations Additional Services 

The following organisations have been identified in the OJEU Notice.  The scope of the OJEU Notice also extends to any company in which any one or more of the Authority and/or these organisations have an interest.  It is intended that each of the Beneficiary Organisations are able to rely on this procurement in order to purchase services which have been identified as Core Services and Additional Services without the need for a Beneficiary Organisation to conduct a further procurement.  However the Authority cannot guarantee the involvement of any Beneficiary Organisation in relation to either the Core Services and or the Additional Services.

· Blackburn with Darwen Borough Council 

· Blackpool Council 

· Burnley Borough Council 

· Chorley Borough Council 

· Fylde Borough Council 

· Hyndburn Borough Council 

· Lancaster City Council 

· Pendle Borough Council 

· Preston City Council 

· Ribble Valley Borough Council 

· Rossendale Borough Council 

· South Ribble Borough Council 

· West Lancashire Borough Council 

· Wyre Borough Council 
· Lancashire Police Authority

· Lancashire Combined Fire Authority

· University of Central Lancashire

· Lancaster University

The Beneficiary Organisations (other than Lancashire Police Authority, Lancashire Combined Fire Authority, University of Central Lancashire and Lancaster University) may also require the following further services which shall be deemed to be "Additional Services" for the purposes of this procurement:

· Billing and collection of Council Tax and non Business Rates
· Assessment and payment of Housing and Council Tax Benefits
· Administration and prevention of benefit fraud
· Call handling and face to face enquiry handling and resolution with regard to the following services 
· Environmental Health
· Refuse Collection
· Planning
· Licensing
· Electoral Registration
· Leisure
· Revenues and Benefits
The estimated combined current expenditure of the Beneficiary Organisations (excluding Lancashire Police Authority and Lancashire Combined Fire Authority) on the Core Services and the Additional Services is in the region of £60m PA. 

The estimated current expenditure of the Lancashire Police Authority in relation to the Core Services and the Additional Services is in the region of £11m PA.

The estimated current expenditure of the Lancashire Combined Fire Authority in relation to the Core Services and the Additional Services is in the region of £2m PA.

The estimated current expenditure of the University of Central Lancashire in relation to the Core Services and the Additional Services is in the region of £10m PA.

The estimated current expenditure of the Lancaster University in relation to the Core Services and the Additional Services is in the region of £10m to £12m PA.

2.3.3 Cumbria County Council 

It is intended that Cumbria County Council will be able to rely on this procurement to purchase schools broadband network and associated services without the need for any further procurement process.  However the Authority cannot guarantee the involvement of Cumbria County Council.  The estimated current expenditure of Cumbria County council in relation to these services is in the region of £3m PA. 

2.3.4 Other opportunities 

We want to create a partnership which is a viable commercial organisation and a vehicle through which the Authority and its partner can offer services and trade with other public sector organisations, the voluntary sector and the private sector.

As a measure of its success, the partnership it should be capable of creating and attracting employment opportunities to the region.

3 PROCUREMENT ARRANGEMENTS 
3.1 The Governance Arrangements
The following governance arrangements have been put in place at strategic and day to day management levels for this project.

The Council has established a Strategic Steering Group which will oversee the procurement and implementation of this project.  The Strategic Steering Group will be chaired by the Chief Executive of the Authority and include the Executive Director for Resources (the nominated Project Sponsor), the County Secretary and Solicitor and a Chief Executive and/or other representatives from the Beneficiary Organisations. 

The Council has established a Project Board which on a day to day basis will be responsible for the delivery, management and procurement of the project.  The Project Board will be chaired by Eddie Sutton, Director of Special Projects who is the Authority's Project Director for the project and will include:

Bill Brown – Director of ICT / Acting Director of Customer Access

Carol Mills – Director of HR

Gill Kilpatrick – Director of Finance

Gabby Nelson – Assistant Director of Customer Access
Mike Hart – Director of Children's Strategy and Resources 
Ben Kinley – Head of Programmes and the Authority's Project Manager for the project 

Representative(s) from the Beneficiary Organisations. 
In addition, other officers from within the Authority will be involved when appropriate during the procurement of the project. 

3.2 Contact Details

Details of the Project Sponsor; Project Director and Project Manager are as follows:-

Project Sponsor 

Phil Halsall – Executive Director for Resources 

Telephone – 01772 534705

Email – phil.halsall@lancashire.gov.uk
Project Director 

Eddie Sutton – Director of Special Projects
Telephone – 01772 535171
Email – eddie.sutton@lancashire.gov.uk
Project Manager 

Ben Kinley – Head of Programmes 

Telephone – 01772 535085

E-mail – ben.kinley@lancashire.gov.uk

4 PROCUREMENT PROCESS 

4.1 Procurement Stages
The procurement process will be undertaken in the following phases leading to the selection of a preferred partner.

Phase 1 Prequalification – Selection Stage

Potential partners are required to complete and return all prequalification information in accordance with the requirements set out in the Pre-qualification Questionnaire (PQQ). Responses will first be checked for compliance. 

Compliant submissions will then be subject to the PQQ evaluation process.  In undertaking the evaluation, the Authority will use the evaluation matrix attached at Appendix A to the PQQ.  Potential partners who submit a compliant PQQ may be required to attend an interview, the purpose of which will be to enable the Authority to clarify the information in the completed PQQ. Following any interviews, the Authority will complete its evaluation of the PQQ and rank potential partners in order of scores.  The Authority expects to shortlist three to four potential partners whom it will invite to participate in dialogue. The Authority will rank potential partners at the pre qualification stage and reserves the right, in the event that a potential partner withdraws or drops out after being short listed, to revert to the next best potential partner identified at the selection stage. 

Phase 2 Invitation to Participate in  Dialogue (IPD) – Dialogue Phase

The potential partners who are selected as a result of the PQQ evaluation process will be invited to participate in a competitive dialogue and will be issued with the IPD. 

Provided there are sufficient qualified potential partners, then at least three potential partners will be issued with the IPD. Once the IPD has been issued the dialogue phase will commence. 

The dialogue phase will be conducted in two stages. 
Stage 1: Throughout Stage 1 of the dialogue there will be a strong emphasis and focus on potential partner's proposals to deliver the key outcomes of the project in terms of partnering and the structure and make up of the proposed partnership. Stage 1 of the dialogue will culminate in the submission of initial proposals by the potential partners.

The Authority will evaluate the initial proposals applying the evaluation award criteria published in its IPD. At this stage, the Authority will reduce the number of potential partners (to a minimum of two), who will proceed to the second stage of the dialogue.
Stage 2: Through this second stage of the dialogue the Authority will continue to work with the potential partners to scope, agree and document the solution(s) capable of meeting the Authority's overall needs and requirements of this project and which are necessary and relevant to establishing the new partnership and upon which final proposals can be sought.  In particular, this will involve finalising detailed solutions for the transformation of the HR & Payroll function, and the wider organisation, through the implementation of a new integrated HR Payroll system which each potential partner will have identified and procured.
Prior to the conclusion of the second stage of the dialogue, the Authority may require potential partners to submit one or more interim proposals in order to enable the Authority to assess potential partners progress in developing overall solutions for the project. 

Potential partners should note that the dialogue phase will continue until the Authority is satisfied that all material issues relating to a potential partner's solution have been scoped, agreed and documented. 

Phase 3 Conclusion of Dialogue Phase, Invitation to Submit Final Proposals
When the Authority is satisfied that the above requirements and the legislative provisions are met, the competitive dialogue can be concluded.  The remaining potential partners will be notified in writing that the competitive dialogue is concluded. The potential partners will receive the Invitation to Submit Final Proposals (ITSFP) and be invited to submit their final proposals. 

Following receipt of final proposals, and after any clarification, specification or fine-tuning that may be required; the Authority will evaluate the final proposals received and may select a preferred partner. 

Potential partners are reminded that the Authority is only permitted to "clarify, specify and fine tune" final proposals. This means that there will be an extremely limited opportunity to leave matters open and / or hold discussions with potential partners once final proposals have been submitted.
Phase 4 Selection of preferred partner
Following the selection of a preferred partner, there may be a further request by the Authority for clarification of the preferred partner final proposal and confirmation of commitments within it. A preferred potential partner letter must be signed by the preferred partner.

The contract will be awarded on the basis of the most economically advantageous tender in accordance with the award criteria which will be included in the IPD.
4.2 Key Dates in the Procurement Timetable

The key procurement dates are as follows: 
Pre Qualification Stage

	Stage
	Actual or Planned Date

	OJEU Notice Published
	18.12.09

	Descriptive Document and Pre-Qualification Questionnaire available 
	18.12.09

	Return of PQQ
	29.01.10

	Shortlist confirmed
	11.02.10


Dialogue Phase

	Issue IPD (Stage 1 of the Dialogue)
	12.02.10

	Return of Initial Proposals 
	07.05.10

	Completion of evaluation of Initial Proposals  and possible deselection of potential partners
	11.06.10

	Proceed to Stage 2 of the Dialogue 
	14.06.10

	Conclusion of Dialogue Phase
	06.08.10

	Close of Dialogue
	06.08.10

	Issue of ITSFP
	06.08.10

	Receipt of final proposals 
	20.08.10

	Clarification, specification and fine-tuning and evaluation of final proposals 
	23.08.10


Post Dialogue Phase 

	Appointment of Preferred Partner 
	30.09.10

	Clarification and confirmation of commitments 
	30.09.10 

07.12.10

	Alcatel Standstill begins
	07.12.10 

17.12.10

	Contract award
	17.12.10


5 ENQUIRIES AND FURTHER INFORMATION

All queries must be submitted via e-mail to the Project Director, Eddie Sutton eddie.sutton@lancashire.gov.uk.
Save where the response by the Authority to a query relates to commercially confidential matters, the Authority will copy their responses to all potential partners.
6 RIGHT TO REJECT AND/OR DISQUALIFY 
The Authority reserve the right to reject or disqualify a potential partner, where:

· The PQQ is submitted late, is completed incorrectly, is incomplete or fails to meet the Authority's submission requirements which have been notified to potential partner;

· A potential partner is unable to satisfy the terms of Article 45 of Directive 2004/18/EC and/or Regulation 23 of The Public Contracts Regulations 2006 at any stage during the selection and evaluation process (see Form 1 attached to the PQQ); 

· The potential partner is guilty of serious misrepresentation in relation to its application and/or the process and/or; 

· There is a change in identity, control, financial standing or other factor impacting on the selection and/or evaluation process affecting the potential partners.

7 RIGHT TO CANCEL, CLARIFY OR VARY THE PROCESS
The Authority reserves the right to:
· Cancel the selection and evaluation process at any stage; 

· Require a potential partner to clarify its submission in writing and/or provide additional information.  (Failure to respond adequately may result in a potential partner not qualifying); and/ or

· Amend the terms and conditions of the tender process.
8 COSTS AND EXPENDITURE 
All potential partners are solely responsible for their costs and expenses incurred in connection with the preparation and submission of the PQQ and all future stages of the selection and evaluation process.  Under no circumstances will the Authority be liable for any costs or expenses borne a potential partner or any of its advisers in this process.
9 THE DESCRIPTIVE DOCUMENT AND PQQ 
This Descriptive Document and the PQQ have been prepared by the Authority for the purpose of providing an application procedure for individuals or organisations interested in tendering for the project and to assist the potential partners in making their own evaluation of the potential opportunity to enter into a relationship with the Authority through the creation of a new public private partnership for the provision of such services.

This Descriptive Document shall not be considered as an investment recommendation made by the Authority to any potential partner.
Any persons considering making a decision to enter into contractual relationships with the Authority following receipt of this Descriptive Document should make their own investigations and their own independent assessment of the Authority and its requirements for services associated with the project and should seek their own professional financial and legal advice.

None of the Authority, or the directors, officers, members, partners, employees, other staff, agents or advisers of any such body or person:

· Makes any representation or warranty (express or implied) as to the accuracy, reasonableness or completeness of this Descriptive Document;

· Accepts any responsibility for the information contained in this Descriptive Document or for its fairness, accuracy or completeness; and / or

· Shall be liable for any loss or damage (other than in respect of fraudulent misrepresentation) arising as a result of reliance on such information or any subsequent communication.
Only the express terms of any written contract relating to the subject matter of this Descriptive Document as and when it is executed shall have any contractual effect in connection with the matters to which it relates.  Any such contract will be governed by English law.

Nothing in this Descriptive Document or other contract documents is, or should be, relied upon as a promise or a representation as to the Authority's ultimate decisions in relation to the public private partnership which will depend at least in part on the outcome of negotiations with a potential partner. 

This Descriptive Document is intended only as a preliminary background explanation of the Authority's activities and is not intended to form the basis of any decision on whether to enter into any contractual relationship with the Authority.  The Descriptive Document does not purport to be all-inclusive, or to contain all of the information that a prospective partner may require. 

10. THE FREEDOM OF INFORMATION ACT 2000 AND ENVIRONMENTAL INFORMATION REGULATIONS 2004 

The Freedom of Information Act 2000 (FOIA) applies to the Authority.  You should be aware of the Authority obligations and responsibilities under the FOIA to disclose, on written request, recorded information held by the Authority.  Information provided by potential partners in connection with this procurement exercise, or with any contract that may be awarded as a result of this exercise, may therefore have to be disclosed by the Authority in response to such a request, unless the Authority decides that one of the statutory exemptions under the FOIA applies.  The Authority may also include certain information in the publication scheme, which it maintains under the FOIA.
In certain circumstances, and in accordance with the Code of Practice issued under section 45 of the FOIA or the Environmental Information Regulations 2004 (EIR), the Authority may consider it appropriate to ask potential partners for their views as to the release of any information before a decision on how to respond to a request is made.  In dealing with requests for information under the FOIA, the Authority must comply with a strict timetable and the Authority would, therefore, expect a timely response to any consultation within two working days.

Potential partners may provide information to the Authority in connection with this procurement exercise, or with any contract that may be awarded as a result of this exercise, which is confidential in nature and which potential partners may wish to be held in confidence.  Potential partners must give a clear indication which type of material is to be considered confidential and why it is considered to be so, along with the time period for which it will remain confidential in nature.  The use of blanket protective markings such as "commercial in confidence" will no longer be appropriate.  In addition, marking any material as confidential or equivalent should not be taken to mean that the Authority accepts any duty of confidentiality by virtue of such marking.  Please note that even where potential partners have indicated that information is confidential, the Authority may be required to disclose it under the FOIA if a request is received.

The Authority cannot accept that trivial information or information which by its very nature cannot be regarded as confidential should be subject to any obligation of confidence.

In certain circumstances where information has not been provided in confidence, the Authority may still wish to consult with potential partners about the application of any other exemption such as that relating to disclosure that will prejudice the commercial interests of any party.

The decision as to which information will be disclosed is reserved to the Authority, notwithstanding any consultation with potential partners.
The provision of this paragraph 10 equally applies to each Beneficiary Organisation.

Appendix 1 
 
CUSTOMER ACCESS STRATEGY 2009 - 2013

 
OUR VISION
To continue to research, develop and deliver the three streams of the Corporate Customer Access Strategy in a way that provides our customers with access to the information and services they need, using the most efficient and effective means possible. This will be done by providing:  

· Different ways of contacting and working with Lancashire County Council.

· Easy and simple access to accurate and topical information about local services.

· A seamless customer experience for the citizens of Lancashire

· A centre of excellence for customer service promoting Lancashire as a whole

· An engaging shop window to Lancashire County Council

· Researching, anticipating, targeting and responding to changing customer needs

OUR STRATEGY
The Varney report (December 2006) described the need for local authorities to transform their services to provide a better service for citizens and a better deal for taxpayers. It focused on the need to change the channels through which services are delivered and accessed. Wherever possible, citizens need to be encouraged and supported to use the self service and telephony delivery streams. Those who are unable to use the self service or telephony streams need to be identified for a targeted Face to Face service.

The County Council supports strongly this approach with self service/website being its preferred method for the public to access information and services followed by the telephone/Customer Service Centre. A key target for the Customer Access Strategy will be to encourage and promote this channel change agenda. County Council research has identified the following groups as being the target for the face to face access stream:

· Older people (65+)

· Disabled people

· BME citizens

· Rural communities

· Disadvantaged communities

The Customer Access Strategy will be aligned closely to supporting and assisting delivery of the County Council's Corporate Customer Focus Strategy both in promoting and strengthening the customer interface. 

In addition this strategy will involve working closely with a number of partners such as district council's, police, fire, PCT's and the voluntary and community faith sectors.
 
The Customer Access Strategy has three streams of activity:
 
1 Self Service/Website
2 Telephone Contact/Customer Service Centre

3 Face to Face Contact
 
Each activity stream will be shaped by a statement of intent and a clear set of outcomes. The major tasks needed to achieve the outcomes will be clearly set out.  From this strategic framework detailed action plans will be developed and implemented.  
 
1    Self Service
 
We will
 
Make maximum use of our website to enable people to help themselves to our services so that:
 
· Fast and convenient access to information and our services using the internet is provided
 
 
To achieve this we will
 
· Review all service presence on the County’s website with the objective of identifying self help opportunities
 
· Employ the best design and process re-engineering to the full, benchmarking where possible
· Redesign our services from end to end to maximise the use of new technology ensuring access to our services becomes easier for members of the public and efficiency savings are delivered
 
· Make on-line transactions and applications a priority for business improvement

· Develop self assessment processes to allow people to define their needs and how services can be provided to meet those needs
This will mean
 
· A larger proportion of our business will be transacted through the internet
 
· Access to services is provided 24 hours, 7 days a week as far as possible
 
2 Telephone contact/Customer Service Centre
 
We will
 
Provide access to all Lancashire County Council services through the Customer Service Centre so that
· Calls are answered by fully trained staff, located in Lancashire with 75 % of calls answered within 20 seconds
 
· Every person gets the answers and information they need as quickly as possible in an understanding, helpful and courteous manner
 
· Our customers are not passed around before their enquiry is answered and the Customer Service Centre will resolve at least 80% of calls answered  at first point of contact
· Every customer is treated with respect, dignity and understanding whoever they are and whatever their background as we believe the quality of the customer's experience of the service is as important as the quality of the service itself
 
To achieve this we will
· Redesign our services from end to end to maximise the use of new technology ensuring access to our services becomes easier for members of the public and efficiency savings are delivered
 
· Produce within each Directorate and DSO a proposed sequence for the handling of enquiries and other aspects of service provision by the Customer Service Centre with the aim of improving customer satisfaction and producing efficiency savings
 
· Identify and plan what steps need to be taken before any service and information changes can happen and put these steps in place
 
· Establish a single knowledge base so that customers do not have to repeat what they have already told us
· Support and develop well trained staff, supported by integrated systems that provide access to comprehensive data and information
· Co-ordinate the use of public numbers for facilitating access to County Council Services and Information 
  
This will mean
 
· That all initial telephone enquiries from the public will be responded to efficiently, effectively and courteously by or through the Customer Service Centre
· A discrete list of contact numbers for all County services answered through a multi-function Customer Services Centre, expanded incrementally to accommodate a team of customer service officers focussed on serving the needs of customers
   
  
3    Face to Face contact
 

We will
 
Provide information about and access to all Lancashire County Council services through local access points so that
 
· The targeted groups will be able to obtain information about all of our services at a wide range of outlets and locations across Lancashire within a reasonable distance from their homes
 
· These access points will be in locations convenient to the public
· As many enquiries will be resolved at the first point of contact in each access point as possible
 
 
To achieve this we will
· Deliver the Face to Face Access Strategy across all twelve districts and develop and monitor these offerings on an ongoing basis
· Provide access to the Corporate Information Database (LCID) and the Customer Relationship Management (CRM) system from a increasingly large network of access points across Lancashire
 
· Begin by establishing the first Gateways in selected County Council libraries
 
· Progress the provision of District Council information through the CRM
 
 
This will mean
· Targeting Face to Face access to those who are unable to access the cheaper channels i.e. The website and Customer Service Centre
 
· A fundamental review and reconfiguration of our use of buildings and a move to integrated services at the point of delivery, whilst retaining a local presence
 
· Rationalising and shutting offices
 
· Bringing together support services to support the more focused approach to improving service delivery and efficiency
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