Contract Implementation

This section outlines the process and activities involved with implementing a new
contract. This ensures:

e supplier(s) have all the information they require to plan user’s migration to the
new contract

e users have all the information they require e.g. suppliers’ contact details,
information on the goods/services available from the contract

e continuity of supply

Contract implementation consists of two distinct phases:

Migration The movement of organisations to a new contract post "go-live".

The process of moving from contract award to "go-live" i.e. the point wk
actually buy from the contract.

Mobilisation

Note: Some steps in the process may be done at the same time.
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Mobilisation Process
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The mobilisation process above is a guide to help plan activities between contract
award and go live. The timescales for each of the stages should be amended to
reflect your own specific procurement exercise.

Consideration must also be given to Planning, Sustainable Procurement and
Risk Management throughout this stage of the Journey.

Communication

Below are the key considerations for communicating the contract. These should be
considered in your communications plan (this is intended as a guide rather than
being prescriptive:
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Why?
Open or close

Having completed the procurement to the point of award it is essential that it be
correctly communicated. Communication of the contract award and of the
subsequent procedures is an important part of ensuring compliance. It also
maximises the planned benefit(s) from the procurement exercise.

Who?

Open or close

You must know who you are targeting with your communications. During strategy
development you should have identified all key stakeholders from suppliers to end
users. You should consider communications in terms of the three areas below, for

each of the identified stakeholder groups.

What?

Open or close

What is your communication about? Be clear on and decide your key and supporting
messages. Ensure that the subject is appropriate for the correct audience
(stakeholder group) and the communication stays focused on the appropriate
subject, what they need to know and what is expected of them.

When?

Open or close

Plan and consider your communications timings carefully, in line with the
implementation process. Your communications must

e arrive in good time



e allow the audience to understand t the information
e allow the audience to then act upon or respond within the timescales.

Communication should take place at the start, throughout and at the end of the
process..

How?

Open or close

You must consider how you communicate to your audience. This can be determined
by the stakeholder audience you are targeting. You may also wish to consider (but
not limited to):

e Newsletters - stakeholder community

Intranet/internet article - public audience

e-zines - targeted group

e-mail - small targeted group

Roadshows - specific bidders or the general supplier community

Accessibility requirements of your audience and accessibility legislation should be
considered.

Care and Support Services - Communication and Transitional Arrangements

Open or close

Communication with people who use services and
their carers

Having finalised and agreed the procurement plan, an organisation should
communicate its intentions to people who use the services and also their
carers/representatives. It is important that an organisation provides clear and
unambiguous information at this stage and that this information is tailored to the
particular audience.



In these communications an organisation should explain:

how long it will take to decide who will provide the service;

what will happen at different times in the process;

how people who use the services and their carers will be involved in the
process;

who will make the final decisions and how these will be made;

(where appropriate) why there may be a change in service provider; and,

how service provision may change as a result of the procurement process.

An organisation should also provide contact details for further information.

An organisation should ensure that people who use services and also their carers
have help to understand the process and what, if anything, they are being asked
about. It should also ensure that these people have sufficient time to consider how
they might be affected and to formulate their views before having to respond

Transitional Arrangements

It is important that this stage of the procurement process is managed successfully to
ensure minimum disruption to people who use services and their carers. This will
require close co-operation between different teams within an organisation and
between it and service providers.

This is particularly important where the outcome of the procurement exercise
involves the transfer of an existing service to a new service provider. This is because
there is some potential for the transfer process to be demanding and consume
significant amounts of staff time. An organisation should facilitate the transfer of
accurate, up to date information to the new service provider and ensure that the
handover arrangements are appropriate and fully implemented.



Service providers will need to satisfy the Care Inspectorate that it can adhere to the
Public Services Reform (Scotland) Act 2010 and Regulations and also meet the
relevant National Care Standards. The Care Inspectorate can take up to
approximately six months to register a new care service. This depends on a range of
issues, including provision of a competent application and the complexity of the
service being provided.

Where an existing service provider seeks to deliver a new service under the existing
registered care services, this should be discussed with the Care Inspectorate. It may
be possible to vary the registration to include the new contract. However,
consideration would need to be given to: the current conditions of registration; the
size of the service; management and staff support arrangements; geography; client
group and needs of those people who use the services; transferability of staff across
the service; staff skills and training; and the aims and objectives of the service.

If a service provider applies to cancel its registration, it is legally required to state
whether notice has been given to those people who use the services and their carers
about the changes to its service and how their needs will be met if the application to
cancel is approved by the Care Inspectorate. An organisation should provide the
necessary support and information to a service provider to enable it to meet its legal
obligations.

An organisation which is outsourcing a service or bringing a service back in-house
will have to meet its legal obligations under the TUPE Regulations. It should, in all
such cases, seek legal advice on application of the TUPE Regulations. In other cases
involving the transfer of an existing service, an organisation should consider
whether it needs to take any action, for example to facilitate the exchange of
information between service providers, should the TUPE Regulations apply.

Post Award Supplier Meeting

Open or close

The first meeting with the successful supplier should be held as soon as possible after contract
award.

The purpose of this meeting is to:

e discuss the contract implementation phase


http://www.legislation.gov.uk/asp/2010/8/contents

e agree roles and responsibilities,
e identify activities
e agree timescales.

You must keep in regular contact with the supplier during the contract implementation phase,
scheduling additional meetings and communications as required.

Content Management

Open or close

If your commodity/service is deemed catalogue able you should set up the
successful tenderer on the Pecos Content Management (PCM) system. This ensures
you can prepare the catalogues.

PCM will not be appropriate for Care and Support Services.

The process of content management from start to finish can take weeks. It is mainly
dependent on the size (number of line items) and number of catalogues involved.
This process involves:

e receiving initial catalogue data from suppliers

e checking catalogue content

e validation checks and clarifications

e testing (of data and systems used)

e training (internally and of stakeholders)

e communications (internally and to stakeholders)

e issue catalogues to end user organisations.



e ongoing data checks, updates and system upgrades (following the above
stages)

It is essential to allow enough time for the completion of the above prior to the
contract or framework go live.

Buyer/End User Information Packs

Open or close

You may wish to create an information pack for organisations and/or users which
contains key contract information including:

details of the contract goods and services available
e contract prices

e supplier contact details

e ordering information

e returns and delivery processes

e complaints process

e escalation process

e contract and supplier management process

This information pack should demonstrate how the contract delivers best value and
provides information on contract benefits e.g. savings, KPIs, improvements in
quality and service, prompt payment of the full supply chain, sustainable
procurement and community benefits expected, etc.

An example of an information pack is provided in the Postal Services End User Guide
example below. This is a detailed example. Every information pack must be
proportionate to the size and complexity of the procurement, therefore your
information pack may be much smaller.

Supplier/Buyer Events

Open or close



A useful way to raise awareness of the contract amongst potential customers is to
organise Supplier/Buyer events to give both parties an opportunity to meet each
other. An example of the presentation can be found in the Contract
Implementation Slides.

This is also a good opportunity to distribute information packs/ buyers' guides.

Postal Services End User Guide Example

go to Guide Links to content

Contract Implementation Slides
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