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Section One: Guidance on completing the Tender Form
1.1 
Introduction

We are pleased that you are considering submitting a tender to provide specialist legal advice within the Community Legal Advice Contract. 

This Tender Form reproduces the criteria set out in Section Five of the Community Legal Advice Contracts Invitation to tender (“ITT”), which invited organisations to tender to deliver services under the CLA Contract. 

We would encourage applicants to read the ITT and the information set out below before completing this Tender Form.
1.2 Information about the Tender Form

Section Two of this Tender Form contains the following tables:

1. Information about your organisation;

2. Information about any sub-contractor(s);

3. Your Tender (hours); and 

4. Declaration.

Section Three of this Tender Form contains the tables setting out the Essential and Selection Criteria relevant to this ITT and the questions you must answer to demonstrate how you meet the criteria.  The Price Bid Form, as explained in Section Three of the ITT, is a separate document.  
1.3
Considering the ITT in completing this form

In answering the questions in this Tender Form, please consider the details provided in the ITT, particularly Sections Two and Five, which contain detailed information on the service we wish to procure and the criteria you must meet.

We would like to remind all organisations that wish to tender for this work that this is a competitive tendering exercise.  As such you should consider carefully how the quality and breadth of information in your Tender Form demonstrates clearly your organisation’s ability and expertise to meet the criteria set out in the ITT.
You should also familiarise yourself with the Conditions of Tender set out in Section Four of the ITT.

1.4
What if you are proposing to sub-contract any of the work?

If you propose to sub-contract any category of law please answer each question jointly with your proposed sub-contractor(s) and ensure that your joint answer sets out the detail of, and appropriately reflects, the planned contribution of the sub-contractor(s).

1.5 
What if you need to use additional pages?

The space provided for answers is not reflective of the size of the response required.  If there is insufficient space in the box, you should increase the size of the box, or may attach additional pages to which you must refer in your response.  All pages must be numbered sequentially, including extra pages (e.g. page 1 of 6).  

Please also number any appendices and documents submitted to support your application in the same way and mark them at the top with your organisation’s name.

1.6 
Do I need to return all the Sections of this Tender Form?

You will need to send in Sections Two and Three of this Tender Form to provide us with details of your organisation.  Section Two must be submitted as the covering document for your tender.

	Your completed Tender Form will consist of:

1. Section Two; AND

2. Section Three (Essential Criteria, Selection Criteria)

Notes: Your Price Bid Form is returned with your Tender Form but in a sealed, marked envelope (please see Section 3.9 of the ITT).  Please do not include your hourly rates in this Tender Form, as these are assessed separately.




Please note that you must complete all the tables in both sections.  If a question is not relevant to your organisation, please write ‘Not applicable’ rather than leave it blank.
1.7
Returning the Tender Form

The closing date for submitting tenders is 12 noon on Friday 21 November 2008.

All applications must be marked “CLA Tender - Private & Confidential – FAO Carina Secker”.

Please return applications to:

Carina Secker

Direct Services

Legal Services Commission

11th Floor

2 Harbour Exchange Square

London

E14 9GE

DX 100170 Docklands 2

Note: please see section 3.9 in the ITT on ‘How to submit your tender’.

Procurement Monitoring Form

The LSC is taking steps to increase awareness of our service providers in line with our Single Equality Scheme and how this translates through the procurement process.  If you are willing, please complete the Procurement Monitoring Form contained at Section Four of this Tender Form.  Please note this questionnaire does not form part of the Essential or Selection Criteria.
1.8
Important note for current holders of the Unified Contract (Civil)

If you hold a Unified Contract (Civil) you are bound by the terms of that contract in making this tender (Clause 27).
Section Two: Information, Tender and Declaration Tables
2.1
Information about your organisation

	Name of organisation 


	

	Constitution of the organisation (Partnership, LLP, Company or NfP etc)


	

	Name of representative


	

	Main contact address and postcode
	

	Contact telephone number


	

	Contact email address


	

	DX number and District


	

	Fax number


	

	Unified Contract (Civil) - Contract Number (if applicable)


	

	LSC account number (if existing CLA Provider)


	


2.2
Information about any sub-contractor(s)

	If you intend to use a sub-contractor(s) to provide all or some of the services, please list their name(s), address(es) and type of organisation (and any LSC account numbers) here


	

	If you intend to use a sub-contractor(s) to provide all or some of the services, please describe what work they will provide - by category of law and language.

	


2.3 
Your tender (in hours)

Please indicate how many telephone advice hours you are bidding for:

· total number of hours per category of law per contract year (based on a 5 year contract term if contract extended);

· for which service - English law, Welsh law or both;

· for which language – English, Welsh or both.   

Please complete the table(s) relevant to the service you wish to provide.      

Please do not include your hourly rates in this Tender Form, as these are assessed separately.
Definitions for terms used in the tables below:

	“Contract Hours” 


	If you were awarded a CLA Contract, the time spent by you in hours undertaking Contract Work under and in accordance with the CLA Contact. 


	“Minimum Bid”


	The minimum number of Contract Hours that you are tendering for, per category of law, in that Contract Year – i.e. this is the minimum number of Contract Hours you would be willing to accept on contract award. 


	“Maximum Bid”


	The maximum number of Contract Hours that you are tendering for, per category of law, in that Contract Year – i.e. this is the maximum number of Contract Hours you would be willing to accept on contract award.



	“Contract Year”


	The period commencing on the Contract Start Date (1 April 2009) and ending on 31 March 2010, each subsequent period of 12 months commencing on 1 April 2010 and each anniversary thereof during the Contract Period and any shorter period, if any, ending on the expiry or termination of this Contract.





TABLE 1

	ENGLISH LAW SERVICE – ENGLISH SPEAKING



	Total number of hours bid per category of law per Contract Year



	
	Debt 


	Employment
	Housing
	Welfare Benefits
	Total

	Year 1

Minimum Bid


	
	
	
	
	

	Year 1

Maximum Bid


	
	
	
	
	

	Year 2

Minimum Bid


	
	
	
	
	

	Year 2

Maximum Bid


	
	
	
	
	

	Year 3

Minimum Bid


	
	
	
	
	

	Year 3

Maximum Bid


	
	
	
	
	

	Year 4

Minimum Bid


	
	
	
	
	

	Year 4

Maximum Bid


	
	
	
	
	

	Year 5

Minimum Bid


	
	
	
	
	

	Year 5

Maximum Bid


	
	
	
	
	



TABLE 2

	ENGLISH LAW SERVICE – WELSH SPEAKING



	Total number of hours bid per category of law per Contract Year



	
	Debt 


	Employment
	Total

	Year 1

Minimum Bid


	
	
	

	Year 1

Maximum Bid


	
	
	

	Year 2

Minimum Bid


	
	
	

	Year 2

Maximum Bid


	
	
	

	Year 3

Minimum Bid


	
	
	

	Year 3

Maximum Bid


	
	
	

	Year 4

Minimum Bid


	
	
	

	Year 4

Maximum Bid


	
	
	

	Year 5

Minimum Bid


	
	
	

	Year 5

Maximum Bid


	
	
	



TABLE 3

	WELSH LAW SERVICE – ENGLISH SPEAKING



	Total number of hours bid per category of law per Contract Year



	
	 Housing


	Welfare Benefits
	Total

	Year 1

Minimum Bid


	
	
	

	Year 1

Maximum Bid


	
	
	

	Year 2

Minimum Bid


	
	
	

	Year 2

Maximum Bid


	
	
	

	Year 3

Minimum Bid


	
	
	

	Year 3

Maximum Bid


	
	
	

	Year 4

Minimum Bid


	
	
	

	Year 4

Maximum Bid


	
	
	

	Year 5

Minimum Bid


	
	
	

	Year 5

Maximum Bid


	
	
	



TABLE 4

	WELSH LAW SERVICE – WELSH SPEAKING



	Total number of hours bid per category of law per Contract Year



	
	 Housing


	Welfare Benefits
	Total

	Year 1

Minimum Bid


	
	
	

	Year 1

Maximum Bid


	
	
	

	Year 2

Minimum Bid


	
	
	

	Year 2

Maximum Bid


	
	
	

	Year 3

Minimum Bid


	
	
	

	Year 3

Maximum Bid


	
	
	

	Year 4

Minimum Bid


	
	
	

	Year 4

Maximum Bid


	
	
	

	Year 5

Minimum Bid


	
	
	

	Year 5

Maximum Bid


	
	
	


2.4
Declaration

Please sign and submit the following declaration.  
	I/we hereby apply to provide services in accordance with the Invitation to Tender and this Tender Form on the hourly rates set out separately on the Price Bid Form.  I/we certify that the information provided in this Tender Form is accurate to the best of my/our knowledge, information and belief.  I/we understand that if I/we have not answered every question on this form, my/our application may be rejected; further, that any material inaccuracy or omission in the information that I/we have provided may lead to this Tender Form being treated as invalid and/or any contract offered or awarded being withdrawn or amended by the Commission.  I/we understand that this Tender Form does not bind either the Commission or me/us to enter into a contract. 



	Signed:


	Date:

	Name:
	Status:



	Signed:


	Date:

	Name:
	Status:



	This Tender Form must be signed for you by a person who can bind you to it.  If the organisation is a partnership, a partner must sign.  If it is a sole practitioner solicitor, the sole practitioner (principal) must sign.  If it is a company, a director must sign.  If it is an LLP, two LLP members must sign.


Section Three: Tender 

	ESSENTIAL CRITERIA 

Not listed in order of importance – all of the following criteria are essential in order to move on to the next stage where the Selection Criteria will be assessed. They are all equally weighted, and (where appropriate) will be applied to each category of law for which you are applying.


	A.  EQUALITY AND DIVERSITY

Demonstration of your compliance with your statutory obligations under the Equalities Legislation applicable in England and Wales
 (or equivalent legislation in the countries in which your organisation employs staff).
Notes:

Please provide supporting evidence e.g. a copy of your organisation’s E&D Policy.



	Question A1

Do you have written policies currently in place covering you both as an employer and as a contractor, requiring you to comply with your statutory obligations under the Equalities Legislation applicable in England and Wales (or equivalent legislation in the countries in which your organisation employs staff)?


	Answer A1

Yes/No



	Question A2

Is it your practice to comply with all relevant Equalities Legislation which applies in England and Wales (or equivalent legislation in the countries in which your organisation employs staff) by not discriminating directly or indirectly:

a) in relation to decisions to recruit, select, remunerate, train, transfer and promote employees?

b) in relation to delivering services? 


	Answer A2

Yes/No

	Question 3

Do you have a written policy currently in place on equalities:

a) that sets out instructions for those of your staff concerned with recruitment, training and promotion?

b) which is contained in documents available to employees, recognised trade unions or other representative groups of employees?

c) which covers recruitment of staff, promotion/advertisement of services and other literature produced by your organisation?


	Answer 3

Yes/No

	B.  DATA PROTECTION 

Demonstration of your ability to comply with your obligations as a data processor and data controller under the Data Protection Act 1998 relating to personal data likely to be transferred within England and Wales under a CLA Contract.


	Question B1

Do you have a written data protection policy/process currently in place which ensures that all personal data you handle as a data processor or data controller is handled securely and in compliance with the terms of the Data Protection Act 1998?


	Answer B1



	Question B2

Do you have someone in your organisation with specific responsibility for data security?


	Answer B2

	Question B3

Do you have a training and communication plan in place so that your staff are all aware of the processes and policies for keeping data secure?


	Answer B3

	Question B4

Please give details of your technical measures which are in place, or will be in place for commencement of the contract, for keeping data secure (e.g. secure measures for transferring data - encryption, secure IT software packages, secure processes for transferring manual data).


	Answer B4

	C.  CRIMINAL ACTIVITY

Confirmation that no directors/partners/advisers have criminal records relating to business activities which are incompatible with the award of a CLA Contract.


	Question C1

Have any of your directors/partners or advisers been convicted of a criminal offence related to business or professional conduct? 


	Answer C1

Yes/No                   

If Yes, please give details


	Question C2

Have any of your directors/partners or fee earners committed an act of grave, illegal misconduct in the course of business? 


	Answer C2

Yes/No  

If Yes, please give details


	Question C3
Has your organisation, or directors/partners been found guilty of serious mis-representation in supplying information in the course of business?
	Answer C3

Yes/No  

If Yes, please give details


	D.  INSOLVENCY

Confirmation that your organisation is not in a state of bankruptcy, insolvency, compulsory winding up, composition with creditors, Individual Voluntary Agreements (IVA) or subject to relevant proceedings.



	Question D1
Has your organisation fulfilled its legal obligations related to payment of tax liabilities (including VAT)?


	Answer D1

Yes/No  

If Yes, please give details


	Question D2
Is your organisation in a state of bankruptcy, insolvency, compulsory winding up, composition with creditors, Individual Voluntary Agreements (IVA) or subject to relevant proceedings? 


	Answer D2

Yes/No  

If Yes, please give details


	E.  COMPLIANCE/REGULATORY RULES

Ability to meet any regulatory or legal rules to be able to deliver the service.



	Question E1

Do you meet all the requirements necessary to be able to offer advice under the contract?  

Please provide details of all relevant requirements and, if required from e.g. The Solicitors Regulation Authority, a copy of your waiver.

If there are any issues, please give details, and your timescale for resolving these issues.


	Answer E1

Copy of relevant documents enclosed (please insert (or x):




	Question E2

Please provide a copy of your current professional indemnity insurance certificate. 

If not enclosed please provide the reason.

	Answer E2

Copy of relevant documents enclosed (please insert (or x):



	F.  HEALTH AND SAFETY 
Demonstration of compliance with health and safety legislation applicable in England and Wales (or equivalent legislation in the countries in which your organisation employs staff).    


	Question F1

If your organisation employs 5 or more members of staff, do you have a written Health and Safety at Work policy?


	Answer F1

Yes/No

Please provide supporting evidence in the form of a copy of your health and safety policy.



	G.  EXPERIENCE 
Demonstration of your experience of managing and delivering a telephone advice service over the last two years.



	Question G1

Please give a detailed description of your experience in managing and delivering a telephone advice service over the last two years, including details of:

· previous services run - summary of overall service(s), dates, recipients of service(s);

· specialism/level of service(s);

· size of service(s);

· level and source of funding; and

· how successful the service was/ services were, any challenges faced and how these were overcome. 


	Answer G1



	H.  IT & TELEPHONY

Demonstration of your ability to meet the IT and telephony requirements set out in Annex 8 of the CLA Contract.  

Notes:

If you intend to use multiple sites and/or sub-contractor(s), please confirm you can meet this criterion at every location from which services will be provided.



	Question H1

Please provide details in a documented plan of how you will meet the requirements of this annex, specifically: 

(a) internet and telephony (basic requirements and specific technical requirements);

(b) data;

(c) notification and fix periods;

(d) system upgrades;

(e) disclosure;

(f) business continuity requirements (business continuity plan and business continuity plan testing).

Where you do not meet the requirements, please provide details of: 

(a) the requirements you do not yet comply with;

(b) the action required for you to comply with them; and

(c) timescales for compliance.


	Answer H1



	I.  STAFF

The availability of suitably skilled and trained advisers, and suitably skilled, experienced and trained supervisors**, to deliver the telephone advice (including casework) in the categories of law you are applying for by the contract start date.  

Notes: 

If you are applying for more than one category of law, experience must be broken down per category, so we can assess each category individually.
** Supervisors must meet the supervisor standards in each relevant category of law as set out in the LSC’s Specialist Quality Mark.



	Question I1

Please provide details of how you will have available suitably skilled and trained advisers to deliver the telephone advice (including casework) in the categories of law you are applying for by the contract start date.


	Answer I1

	Question I2

Please provide details of how you will have available suitably skilled, experienced and trained supervisors** to supervise the advisers’ work in the categories of law you  are applying for by the contract start date.

Please provide a brief summary for each supervisor showing:

(i) their relevant qualifications;

(ii) their competency and breadth and depth of experience providing legal advice in the categories of law applied for (including any experience relevant to providing a telephone advice and casework service); 

(iii) at  which organisations they gained their experience; and

(iv) any work they have done for legal aid firms.

Please complete the ‘supervisor standard and self-declaration form’ in respect of each supervisor.


	Answer I2

Enclosed (please insert (or x)



	J.  STAFFING LEVELS
The number of advisers and supervisors applicants propose to provide the services they are tendering for is reasonable and will enable them to adhere to all the contract requirements.


	Question J1

Please provide an organogram to show the proposed staffing structure, the number of advisers and supervisors, and who will supervise each adviser.  Your organogram should also indicate whether advisers and supervisors are working at different locations.


	Answer J1

Enclosed (please insert (or x)



	Question J2

How many advisers do you expect each supervisor to supervise and how have you assessed this as reasonable for the hours you are tendering for?


	Answer J2

	Question J3

How many hours per week do you expect each supervisor to spend on supervision under this contract (as opposed to their other obligations, such as casework and supervision under other contracts?  

	Answer J3

	Question J4

For organisations needing to recruit advisers and/or supervisors for the contract start date: 

(a) please provide details of your recruitment process, including timescales and confirmation of when fully trained staff will be available; and  

(b) how can you be confident (based e.g. on previous recruitment exercises) that your plans will be successful?


	Answer J4

	K.  STAFF TRAINING

Clear plans and policies in place relating to staff induction and initial training;  ongoing staff training; and staff motivation and retention.


	Question K1

Please provide details of the induction plan (if one available) and initial training that you will follow to ensure all advisers and supervisors are suitably trained for their respective roles before the contract start date.  


	Answer K1



	Question K2

Please provide details of all ongoing training that you will provide for advisers and supervisors to ensure that they remain suitably skilled and up to date throughout the contract term (e.g. on Operator Service developments, legal updates and training courses on relevant categories of law).


	Answer K2

	Question K3

Please provide details of any initiatives you will have in place concerning staff motivation and retention, particularly given the repetitive nature of the work.  


	Answer K3

	L.  QUALITY: SPECIALIST QUALITY MARK

All applicants must be able to provide the services in accordance with the LSC’s Specialist Quality Mark.  All applicants must already hold, or apply for the SQM in all categories of law they are applying for. 

Notes: It will be a condition of any award of contract, that, where it has not already done so, the organisation must pass the desktop stage of the SQM in the relevant category of law, prior to the service commencing.  See section 2.B.3 of the ITT.


	Question L1

Does your organisation currently hold the SQM in the category of law you are applying for? 

If your organisation does not already hold the SQM in the categories of law you are applying for, you must submit the following documents in order to apply for the SQM with the tender application:

· QM1;

· SQM Self Assessment Checklist;

· Supervisor Declaration Form;

· Status Enquiry Forms (SIF and OSS); and

· Copy of Office Manual.

	Answer L1

Yes/No  

If the answer is no, please provide all the relevant SQM application documents.



	M.  FLEXIBILITY 
Demonstration (via a realistic outline growth and delivery plan) how you will expand your ability to deliver the service in the categories of law you are applying for at a future date if required by the LSC (up to a maximum of 50% of the contracted hours per annum).



	Question M1

Please demonstrate, via a realistic outline growth and delivery plan, how you will expand your ability to deliver the service in the categories of law you are applying for at a future date if required (up to a maximum of 50% of the contracted hours per annum).


	Answer M1



	N.  START DATE AND START UP PLAN

Demonstration of your ability (via a realistic and detailed transition plan) to make the service operational by 1 April 2009 (e.g. availability of accommodation, IT and telephony, staff and supervision).


	Question N1

You must be able to make the service operational by the contract start date, 1 April 2009.  

Is your organisation able to do this?

Please indicate YES or NO in the box.  

	Answer N1

                                                                                          
Yes                                 No                         



	Question N2

How do you intend to make the service operational by 1 April 2009?  

Please provide a realistic and detailed transition plan showing how you will have the following in place:

(a) sufficient numbers of advisers and supervisors in place and trained; and

(b) suitable accommodation arrangements for these staff and the services you wish to deliver.


	Answer N2

	O.  ENGLISH LAW SERVICE 

For applicants tendering for any category of law within the English law service:
Provision of the service in the English Language and with knowledge of English law and procedures.


	Question O1 

Please demonstrate your ability to provide a full service:

(a) in the English language; and 

(b) with knowledge of English law and procedures.

	Answer O1


	P.  WELSH LAW SERVICE - HOUSING AND/OR WELFARE BENEFITS 

For applicants tendering for housing and/or welfare benefits under Welsh law: 

knowledge of Welsh law and procedures.


	Question P1

Please demonstrate your ability to provide a full Welsh law service with knowledge of Welsh law and procedures in the category of law you are applying for. 


	Answer P1



	Q.  WELSH LANGUAGE SERVICE – ALL CATEGORIES OF LAW

For applicants tendering for any category of law in the Welsh language:

Demonstration of your ability to provide a full service (a) in the Welsh language; and (b) in relation to tenders for housing and/or welfare benefits only, with knowledge of Welsh law and procedures.


	Question Q1

Please demonstrate your ability to provide a full service:

(a) in the Welsh language in the categories of law you are applying for; and 

(b) for housing and/or welfare benefits only, with knowledge of Welsh law and procedures.

	Answer Q1



	R.  TERMINATION NOTICES

For existing and previous LSC contract holders only: applicants must not have received a notice to terminate (other than on a no-fault basis) any contract (civil) between it and the LSC in the last two years (from 13 October 2006 – 13 October 2008).


	Question R1 

(a) Have you received any written notices terminating any contract between you and the LSC, which include a prescribed period, which has not yet expired, during which you are prevented from making an application to the LSC for a contract for civil work?

(b) Have you received any written notices in the last two years terminating (other than on a no-fault basis) any contract for civil work between you and the LSC?
If you have answered yes to either or both of these questions: 

(c) Which contract did it/ the notice(s) relate to and please provide details of the terms of the notice(s) (e.g. copy of the letter giving written notice).


	Answer R1

Yes/No

Yes/No
If you have answered yes to either or both of these please provide details.  Please use a separate sheet if necessary, heading the sheet ‘Answer R1’.



	S.  PEER REVIEW RATINGS

For existing LSC contract holders only: any organisation that currently holds a Unified Contract (Civil) and/or a CLA contract must not be operating under a confirmed peer review rating of PR4 or PR5 in any civil Categories of Law following conclusion of the Peer Review Process.  

Notes:

If any applicant with a current CLA contract is unsure whether it has a confirmed PR4 rating it should seek advice from its CLA contract manager for confirmation.


	Question S1

Has your organisation received a confirmed Peer Review result for any civil category of law in the last 12 months?  

If so, was this a category 4 or 5 result? 

(Peer Review findings fall into 5 categories:

PR1 excellence; PR2 competence plus; PR3 threshold competence; PR4 below competence; PR5 failure in performance)


	Answer S1

Yes/No


	T.  PAST PERFORMANCE


For existing CLA contract holders only: applicants have met 90% of their target telephone advice hours during the period 1 August to 31 October 2008 in the category/ categories of law for which they are applying. 


	Question T1

During the period 1 August to 31 October 2008, have you delivered 90% of your target telephone advice hours in the category/ categories of law for which you are applying?


	Answer T1

Yes/No

	U.  FINANCIAL HISTORY WITH THE LSC

Applicants which currently hold or have previously held an LSC contract and which received a written request from us to repay money, must not have failed either to (a) make proposals for repayment by any deadline set; or (b) adhere to a repayment agreement. 


	Question U1

For applicants which currently hold or have previously held an LSC contract and which received a written request from us to repay money, have you ever failed to:

(a) make proposals for repayment by any deadline set; or

(b) adhere to a repayment agreement?


	Answer U1
Yes/No

If yes, please provide details.

Yes/No

If yes, please provide details.




	SELECTION CRITERIA 

Criteria 3 – 7 inclusive are weighted the same as each other and have single weighting.  Criteria 1 – 2 inclusive are all weighted the same as each other but have double the weighting of Criteria 3 – 7.


	1.  EXPERIENCE OF DELIVERING LEGAL ADVICE VIA THE TELEPHONE

Demonstration of your experience of managing and delivering a Telephone Led Advice Service which:

· provides a comprehensive legal casework service to clients;

· is delivered via the telephone and in writing; and

· is in the category/ categories of law tendered for.
Notes: 

Current or recent experience (within the last 12 months) will be preferred over previous experience.

If you are applying for more than one category of law, experience must be broken down per category, so we can assess each category individually.

If you can only meet part or parts of this criterion please tell us about the part(s) you can meet.  Your tender will be evaluated accordingly.


	Question 1

Please demonstrate your experience of  managing and delivering a Telephone Led Advice Service which:

(a) provides a comprehensive legal casework service to clients;

(b) is delivered via the telephone and in writing; and

(c) is in the category/ categories of law tendered for.


	Answer 1



	2.  STAFFING LEVELS

Demonstration of your experience of and ability to: 

(a) effectively manage resources to meet your tender’s rota requirements for ‘front door’ (new) telephone calls from clients, respond to ‘back door’ telephone calls from existing clients, and provide a quality casework service to clients;

(b) effectively manage resources in a controlled and reasonable manner so as to allow the service to respond to peaks and troughs in call volumes; 

(c) rapidly increase the number of advisers available to give telephone advice during occasional or sustained peak times; and

(d) recruit advisers and supervisors speedily in the event of staff leaving your team and/or to allow for contract expansion.

Notes: 

Current or recent experience (within the last 12 months) will be preferred over previous experience.

If you can only meet part or parts of this criterion please tell us about the part(s) you can meet.  Your tender will be evaluated accordingly.



	Question 2

Please demonstrate your experience of and ability to: 

(a) effectively manage resources to meet your tender’s rota requirements for ‘front door’ (new) telephone calls from clients, respond to ‘back door’ telephone calls from existing clients, and provide a quality casework service to clients;

(b) effectively manage resources in a controlled and reasonable manner so as to allow the service to respond to peaks and troughs in call volumes; 

(c) rapidly increase the number of advisers available to give telephone advice during occasional or sustained peak times; and

(d) recruit advisers and supervisors speedily in the event of staff leaving your team and/or to allow for contract expansion.

Please also:

(e)  provide details of the management set up within your organisation, including details of who you would appoint to manage the CLA Contract and what experience s/he has of operating within a call centre environment, legal or otherwise.


	Answer 2



	3.  EXPERIENCE OF DELIVERING LEGAL ADVICE FACE-TO-FACE

Demonstration of your experience of managing and delivering:

· a comprehensive legal casework service to clients

· delivered face-to-face (which may include via the telephone and in writing)

· in the category/ categories of law tendered for.

Notes:

Current or recent experience (within the last 12 months) will be preferred over previous experience.

If you are applying for more than one category of law, experience must be broken down per category, so we can assess each category individually.

If you can only meet part or parts of this criterion please tell us about the part(s) you can meet.  Your tender will be evaluated accordingly.


	Question 3

Please demonstrate your experience of managing and delivering: 

(a) a comprehensive legal casework service to clients

(b) delivered face-to-face (which may include via the telephone and in writing)

(c) in the category/ categories of law tendered for.


	Answer 3


	4.  EXPERIENCE OF DELIVERING TELEPHONE ADVICE TO VULNERABLE CLIENT GROUPS

Demonstration of your experience of:

· managing and delivering a telephone advice service

· offering complex legal advice 

· via the telephone and in writing

· to vulnerable client groups 

· in the category/ categories of law tendered for.

Notes:

Current or recent experience (within the last 12 months) will be preferred over previous experience.

If you are applying for more than one category of law, experience must be broken down per category, so we can assess each category individually.
If you can only meet part or parts of this criterion please tell us about the part(s) you can meet.  Your tender will be evaluated accordingly.


	Question 4

Please demonstrate your experience of: 

(a) managing and delivering a telephone advice service

(b) offering complex legal advice 

(c) via the telephone and in writing

(d) to vulnerable client groups 

(e) in the category/ categories of law tendered for.


	Answer 4


	5.  DEALING WITH ‘CLUSTERS’ OF PROBLEMS  

(a)  If you are tendering for two or more categories of law, the ability and willingness to recognise clients who present problems in ‘clusters’ and to deal effectively and efficiently with those clients by referring them to another adviser within your CLA team or, where appropriate, to an alternative service.   

(b)  If you are tendering for one category of law only, the ability and willingness to recognise clients who present problems in ‘clusters’ and to deal effectively and efficiently with those clients by referring them to another CLA provider (in relation to the categories of law that you don’t cover) or, where appropriate, to an alternative service. 



	Question 5

(a) If you are tendering for two or more categories of law, please demonstrate the ability and willingness of your advisers and supervisors to recognise clients who present problems in ‘clusters’ and to deal effectively and efficiently with those clients by referring them to another adviser within your CLA team or, where appropriate, to an alternative service.   

(b) If you are tendering for one category of law only, please demonstrate the ability and willingness of your advisers and supervisors to recognise clients who present problems in ‘clusters’ and to deal effectively and efficiently with those clients by referring them to another CLA provider (in relation to the categories of law that you don’t cover) or, where appropriate, to an alternative service. 


	Answer 5


	6.  COLLABORATIVE WORKING

Demonstration of your ability to work proactively in a developing service:

(a) a willingness to lead and/or participate in initiatives to improve processes in a client-focussed environment;

(b) a willingness to share best practice with the LSC, other Providers and the Operator Service; and

(c) the ability to identify potential issues and offer solutions.

Notes:

If you can only meet part or parts of this criterion please tell us about the part(s) you can meet.  Your tender will be evaluated accordingly.

	Question 6

Please demonstrate your ability to work proactively in a developing service by having:

(a) a willingness to lead and/or participate in initiatives to improve processes in a client-focussed environment;

(b) a willingness to share best practice with the LSC, other Providers and the Operator Service; and

(c) the ability to identify potential issues and offer solutions.


	Answer 6


	7.  EQUALITIES HISTORY

Consideration of your history, in the 3 year period from 1 October 2005 to 1 October 2008, of:

(a) findings of unlawful discrimination made against your organisation (or any organisation for whom any of your key personnel were directors/partners) by the Employment Tribunal, the Employment Appeal Tribunal or any other court or in comparable proceedings in any other jurisdiction; and

(b) formal investigations by the Equality and Human Rights Commission (formerly Commission for Racial Equality, Disability Rights Commission and the Equal Opportunities Commission) or any other comparative body of your organisation (or any organisation for whom any of your directors/partners were directors/partners), on the grounds of alleged discrimination.

And, if any such findings were made or investigations took place, consideration of what steps you have taken subsequent to these findings/investigations to ensure that unlawful discrimination no longer occurs in the workplace?



	Question 7

In the 3 year period from 1 October 2005 to 1 October 2008:

(a) Have any findings of unlawful discrimination been made against your organisation (or any organisation for whom any of your key personnel were directors/partners) by the Employment Tribunal, the Employment Appeal Tribunal or any other court or in comparable proceedings in any other jurisdiction?

(b) Has your organisation (or any organisation for whom any of your key personnel were directors/partners) been subject to a formal investigation by the Equality and Human Rights Commission (formerly Commission for Racial Equality, Disability Rights Commission and the Equal Opportunities Commission) or any other comparative body, on the grounds of alleged discrimination?

If you answer "yes" to either of the above, please set out::

(i) the number of findings/investigations;

(ii) your average numbers of employees over that 3 year period; and
(iii) what steps you have taken subsequent to these findings/investigations to ensure that unlawful discrimination no longer occurs in the workplace?

	Answer 7

Yes/No

Yes/No




	Price/Value for Money



	1. Price/ Value for Money

Value for money through competitive hourly rates.

Notes: Please complete the Price Bid Form.  Details of your hourly rates must not appear anywhere in this Tender Form.



Section Four: Procurement Monitoring Form
Procurement Monitoring Form

The Legal Services Commission (LSC) encourages tender applications from all communities.  We endeavour to appoint contractors who are committed to promoting equality of opportunity in their own employment and service delivery and who can demonstrate an ability to assist the LSC achieve its statutory duty to promote equality. The LSC is also committed to maximising the diversity of our supplier base. We are taking steps to develop our service providers understanding and awareness of the LSC Single Equality Scheme and how these translate through our procurement process.  In order to help us monitor whether we are successful in this aim we ask all contractors to complete this form. 

The information provided will be kept confidential and will not affect your application.

Name of your business or organisation
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Approximately what percentage of your office’s caseload is publicly funded through CLA/CDS? ___%

	How many people Own or have Managerial Control of your office:
Of these, how many are:
	

	
	

	White
	Mixed
	Asian/Asian British
	Black/Black British
	Chinese or other

	British
	
	White/Black Caribbean
	
	Indian 
	
	Caribbean
	
	Chinese
	

	Irish
	
	White/Black 

African
	
	Pakistani
	
	African
	
	Other 

(Please specify)

-----------------
	

	Other 

(Please specify)

---------------
	
	White/

Asian
	
	Bangladeshi
	
	Other 

(Please specify)

----------------
	
	
	

	
	
	Other 

(Please specify)

---------------
	
	Other 

(Please specify)

----------------
	
	
	
	
	


	Of those who Own or have Managerial Control of your 

office, how many are:
	Male
	
	Female
	


	Of those who Own or have Managerial Control of your office, how many are aged between:

	18-24
	
	25-34
	
	35-49
	
	50-59
	
	60-64
	
	65-70
	
	70+
	


	Of those who Own or have Managerial Control of your office, how many have a long-term illness, health problem or disability that limits their daily activity or the work they can do 
	


	How many Employees/Partners who are Solicitors are there in your office:

Of these, how many are:
	

	
	

	White
	Mixed
	Asian/Asian British
	Black/Black British
	Chinese or other

	British
	
	White/Black Caribbean
	
	Indian 
	
	Caribbean
	
	Chinese
	

	Irish
	
	White/Black 

African
	
	Pakistani
	
	African
	
	Other 

(Please Specify)

----------------
	

	Other 

(Please Specify)

---------------
	
	White/

Asian
	
	Bangladeshi
	
	Other 

(Please Specify)

-----------------
	
	
	

	
	
	Other 

(Please specify)

-----------------
	
	Other 

(Please Specify)

------------------
	
	
	
	
	


	Of those Employees/Partners who are Solicitors in your 

office, how many are:
	Male
	
	Female
	


	Of those Employees/Partners who are Solicitors in your office, how many are aged between

	18-24
	
	25-34
	
	35-49
	
	50-59
	
	60-64
	
	65-70
	
	70+
	


	Of those Employees/Partners who are Solicitors in your office, how many have a long-

term illness, health problem or disability that limits their daily activity or the work they can do
	


-----------------------------------------

	How many Employees/Partners who are non-Solicitor fee earners are there in your office:

Of these, how many are:
	

	
	

	White
	Mixed
	Asian/Asian British
	Black/Black British
	Chinese or other

	British
	
	White/Black Caribbean
	
	Indian 
	
	Caribbean
	
	Chinese
	

	Irish
	
	White/Black 

African
	
	Pakistani
	
	African
	
	Other 

(Please Specify)

----------------
	

	Other 

(Please Specify)

---------------
	
	White/

Asian
	
	Bangladeshi
	
	Other 

(Please Specify)

-----------------
	
	
	

	
	
	Other 

(Please specify)

-----------------
	
	Other 

(Please Specify)

------------------
	
	
	
	
	


	Of those Employees/Partners who are non-Solicitor fee

earners in your office, how many are:
	Male
	
	Female
	


	Of those Employees/Partners who are non-Solicitor fee earners, how many are aged between:

	18-24
	
	25-34
	
	35-49
	
	50-59
	
	60-64
	
	65-70
	
	70+
	


	Of those Employees/Partners who are not Solicitors in your office, how many have a long-

term illness, health problem or disability that limits their daily activity or the work they can do
	


� The Equalities Legislation consists of the Race Relations Act 1976, the Sex Discrimination Act 1975, the Equal Pay Act 1970, the Disability Discrimination Act 2005, the Employment Equality (Sexual Orientation) Regulations 2003, the Employment Equality (Religion/Belief) Regulations 2003, the Employment Equality (Age) Regulations 2006, all amendments to these Acts and all relevant regulations made under them.
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