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12.   COMMISSIONING OF ICT INFRASTRUCTURE (MANAGED 
SERVICES) 

 
Relevant Cabinet 
Member 

 
Mr J P Campion 
 

Relevant Officer  Director of Business, Environment and Community 
 

Recommendation 1. The Cabinet Member with Responsibility for 
Transformation and Commissioning recommends 
that Cabinet:- 

 
(a) approves the commissioning of ICT 

Infrastructure (Managed Services) through a 
private sector service provider as proposed in 
this report; 

 
(b) approves the selection of HP Enterprise 

Services UK Ltd as that provider following the 
conclusion of the evaluation stage of the 
procurement process; 

 
(c) authorises the Head of Systems and Customer 

Access to undertake any work with the preferred 
bidder that may be necessary to negotiate and 
prepare the final details of the contract; 

 
(d) delegates to the Director of Business, 

Environment and Community in consultation 
with the Cabinet Member with Responsibility for 
Transformation and Commissioning, the 
authority to approve the final contract and the 
subsequent appointment of new provider for the 
Council's ICT Managed Services; and 

 
(e) authorises the Director of Business, 

Environment and Community to take all 
necessary steps to put those decisions into 
effect. 

 

Background Information 
– Becoming an 
Excellent 
Commissioning 
Organisation 

2. The Council is looking at how commissioning services 
can support it to continue to provide the best services for 
residents at reduced cost and provide value for money for 
the taxpayers of Worcestershire. 
 
3. In order to be able to continue to deliver quality services 
to residents under increasing financial constraints, Cabinet, 
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at its meetings of 4 October 2013 and 6 February 2014, 
reviewed current arrangements for the delivery of a number 
of support services as part of its FutureFit Change 
Programme and move towards a Future Operating Model, 
with a smaller headquarter workforce.  Full Council has now 
adopted that Model. 
 
4. In future the Council will only directly provide those 
functions that are part of its strategic core that only the 
Council can provide, where there is a high reputational risk 
of others doing this for us or where, as yet, no suitable 
alternative providers exist. 
 

Resources 
Commissioning 
Intentions 

5. Cabinet endorsed the direction of travel for the 
Resources Directorate's Commissioning Support Services 
Programme on 4 October 2013. This included ICT 
Infrastructure (Managed Services), along with five other 
commissioning work streams: 
 

 IBS Schools 

 Property Design Unit 

 HR/Finance Transactions, Payroll; Schools 

 Advisory Services and Occupational Health 

 Joint Property Vehicle (JPV) including facilities 
management and Building Energy Management. 
 

The Case for Change 6. During 2012 Systems and Customer Access was 
created to begin a process of placing technology and its role 
in enabling strategic change at the heart of how the Council 
delivers its services. 
 
7. The vision for this new team was clearly set. At a 
technology level it was no longer acceptable to be a 
competent technical back office function, but to be 
recognised as a strategic enabler and driver of business 
change. Customers and stakeholders not only expect that 
we will deliver against their business requirements through 
the  technology available, but that we will also drive the 
business requirements and challenge the business based 
on our knowledge of the technology that it is available for the 
Council to use. 
 
8. Through our new Digital Strategy the Council has 
identified commissioning as a key enabler to achieve that 
strategy so that the Council can access wider skills, 
experience and innovation to help us transform the Council's 
new Operating Model. 
 
9. The purpose of the procurement activity is to appoint a 
Managed Service Provider that can deliver a highly 
professional, flexible and dynamic service delivered at a 
lower price point than the current level through increased 
efficiencies and the application of highly refined intellectual 
property. 

 
10. The Council is looking for a partner who delivers ICT 



 

Cabinet – 25 September 2014 
   

Infrastructure solutions as their core focus, with a highly 
credible track record of operating at this scale, and with high 
levels of knowledge in relation to not just the technology in 
place, but also industry best practice approaches to service 
delivery. 

 
11. The appointed partner will not only deliver an operational 
service over the life cycle of the agreement, but also be able 
to provide highly professional project services and 
innovation within the technology layer over the period of the 
contract. 
 

Scope of Services 12. The scope of the procurement process includes: 
 

 a full service management function consisting of the 
management of transferred infrastructure services 
and third party management, including those services 
retained by the Council, ensuring total transparency 
of all service aspects at all times 

 management of all infrastructure elements of the 
Council's ICT services 

 migration from legacy telecommunications platforms 
onto a new unified communications platform, 
including contact centre facilities 

 establishment of a revised end user computing 
strategy in line with the Council's established work 
styles 

 analysis of the current print services in place at the 
Council with an associated business case for the 
most appropriate solution to meet the Council’s 
business requirements and reducing the total cost of 
ownership. 

  

Evaluation of Tenders 13. The commissioning of ICT Infrastructure (Managed 
Services) involved an intensive market engagement process 
to maximise the learning on both sides to ensure a contract 
and service structure which was commercially attractive and 
appropriately shaped to maximise the investment the 
Council was making. 
 
14. The procurement process involved a 2 stage process as 
follows: 
 

(i) Pre-qualification questionnaire 
(ii) Invitation to Tender (ITT). 

 
15. After extensive market engagement 17 organisations 
submitted detailed pre-qualification questionnaires and 5 
organisations were invited to submit a tender. The 
evaluation criteria were based on 70% quality and 
experience and 30% financials. 
 

Recommendations 16. The Council received three bids at ITT stage. Each of 
these bids was independently scored with these scores 
subject to structured moderation. This process resulted in a 
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clear winner with the recommended organisation achieving 
a score of 83% against the 79.48% of the second placed 
organisation. The relatively small gap between the parties 
was anticipated as all three bidders where highly mature 
organisations well capable of delivering the required service. 
 
17. The recommended bidder with the highest scoring marks 
through the evaluation process is HP Enterprise Services 
UK Ltd. 
 
18. HP Enterprise Services UK Ltd is a highly recognisable 
and mature ICT Service Provider which will be a household 
name to many. They have an increasing presence within the 
local government marketplace and extensive experience of 
delivering large scale ICT managed services across multiple 
sectors. The turnover of the UK operation currently stands at 
circa £2,625m. 

 
19. This proposed contract carries significant strategic 
importance and visibility within HP due to a strong desire to 
develop an enhanced presence in the Local Government 
marketplace. This is evidenced by their recent win in Norfolk 
County Council. 
 
20. The key strengths within HP's bid included a strong 
financial model with a shared approach to risk. Whilst the 
Council retains the risk relating to the reduction in 
volumetrics (number of users, devices and servers), HP will 
assume the risk associated with operational performance 
and efficiencies. In addition the HP bid was the lowest cost 
of the three received based on all three scenarios requested 
within the ITT. Another strong element of the bid was the 
approach to infrastructure refresh, with all backend 
infrastructure subject to refresh in the first 12 months, 
addressing a number of current risks relating to age and 
architecture of the current environment, and mitigating some 
of the risk associated with legacy equipment and solutions.  

 
21. HP have also identified four key areas in which they can 
add value to the Worcestershire economy: 
 

 promoting and supporting key sector industries and 
skills for Worcestershire such as Advanced 
Manufacturing and Cyber Security 

 helping target NEETS (not in employment, education 
or training) to gain certification, training and 
employment 

 supporting local SME’s to be more successful 

 inspiring young people to learn skills in demand for 
the local and global economy. 
 

22. The recommended solution meets the objectives 
established at the start of the process, as specifically it: 

 

 benefits from buying into a mature standardised 
service 
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 delivers innovation and changes to the current 
technology stack 

 assists in addressing wider business challenges by 
offering Innovation 'Hot Houses' and technology 
showcases 

 allows access to wider intellectual property 

 allows access to a wider resource pool 

 delivers a reduction in operating costs 

 allows the Council to align the service cost with 
declining staff numbers. 

 
23. It allows the Council to align its ICT service delivery with 
the new Operating Model and ensures access to the 
appropriate resource to ensure that Systems and Customer 
Access can continue to develop into a strategic enabler of 
change embedded within the business transformational 
activity rather than continue as a back office support 
function. 
 

The Financial Case 24. The Council's savings forecast has been achieved using 
three separate scenarios that each bidder was asked to 
price against.  The first of these three scenarios was based 
on the Council's volumetric projections in place at the time of 
publishing the Invitation to Tender on 30 May 2014. The 
second scenario assumed a slower reduction of only 18% in 
the number of computers in operation, and the third a more 
radical reduction of circa 50% to demonstrate the ability of 
the bidder to reduce their prices in the event of further 
changes to the Council's operating model. 
 
25. Based on the first scenario the Council expects to 
exceed the current in scope revenue savings of £1.63m by a 
further £90k by the end of 2019/20. This level of savings 
assumes that the number of Council staff and associated 
computer equipment reduces in line with current forecasts.  

 
26. Based on the preferred provider's submitted proposal, a 
revised £1.72m of savings are forecast, which builds on the 
previous changes to the target operating model, and 
continues to grow over the period of the contract. These 
savings are not all achieved through the implementation of 
this managed service, but partnering with the right 
organisation will enable and assure further savings and help 
deliver on these targets; for instance through the 
rationalisation and modernisation of our telephony platform. 
A breakdown of the annual savings forecasts is included 
below: 

 

 Already delivered : Savings of £563k 

 2015/16 : An increase of £209k 

 2016/17 : A reduction of £546k 

 2017/18 : A reduction of £509k 

 2018/19 : A reduction of £237k 

 2019/20 : A reduction of £75k 
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27. The managed service will contribute towards cumulative 
cost savings of £7.06m over the maximum 7 year term. 
£3.4m of this figure is directly attributable to the managed 
service provision and the remainder from related services 
and initiatives supported or delivered by the preferred 
provider. 

 
28. Using the second scenario with only a modest reduction 
in volumetrics, the Council would still expect to deliver cost 
savings of £1.41m by the end of 2019/20 against the current 
in scope savings targets of £1.63m.  However it should be 
noted that £500k of the current savings targets is volumetric 
related and could not be delivered under these 
circumstances using the current approach.  

 
29. Recently revised volumetric projections are likely to have 
only a minor impact, reducing annual savings by 
approximately £50k, and the cumulative savings by £220k. 

 
30. In addition, although all transition, transformation and 
infrastructure refresh costs over a five year period exceed 
the currently approved three year capital budget by £250k, a 
£2.1m forecast reduction in the capital budget over 5 years 
is still anticipated as the preferred bidders solution uses the 
capital spend more effectively over the 5 year period.  

 
31. Under all scenarios the Council expects to deliver 
savings greater than those which can be achieved using the 
current delivery model. On each of the three scenarios the 
preferred provider had the lowest price of the three 
submissions. 
 
32. All financial projections are subject to due diligence, 
however extensive information and data has been provided 
during the procurement process and as such the Council is 
not expecting significant deviation from the existing 
proposal. 
 

Benefits 
 

33. The recommended proposal is expected to deliver a 
range of benefits, including: 
 

 cumulative revenue savings of £3.4m over 7 years, 
and contribute towards overall cumulative savings of 
£7.06m over the same period 

 reduction in anticipated capital budgets of £2.1m 
over 5 years 

 commercial flexibility built into service provision and 
core contract 

 improvements to service quality and  user 
experience 

 reduced number of incidents resulting in improved 
user productivity 

 increased service window (08:00 to 18:00) with 
formal out of hours service options 

 enhanced Service Level Agreement 

 remote monitoring of critical infrastructure to identify 
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and eliminate issues before they have an impact 

 high quality refreshed back end infrastructure 

 access to higher levels of innovation and intellectual 
property. 

 

Transition and 
Transformation 
 

34. The transition and transformation of the service will take 
a number of months and transition to the new service 
provider is expected to take approximately three months, 
with further transformational activity taking up to 18 months 
to be completed. 
 
35. A change freeze may be required leading up to the 
service transition. All current visible projects will be planned 
accordingly, and exceptions made where necessary. 
 
36. It is likely that all in scope staff will be TUPE transferred 
across into the new service provider by February 2015. 

 
37. The service will be transitioned to a different operating 
model, including the use of shared service centres, new 
processes, tools and technology. The target operating 
model is an essential element of delivering both the financial 
savings and improvement in service quality and therefore 
the risks presented during this process are considered 
necessary and will be managed appropriately. 

 
38. It is possible that there will be an initial drop in service 
levels before and during initial transition.  All efforts will be 
made to minimise this, but with the scale of change this is 
likely to occur to some extent and is largely unavoidable. 

 
39. Post transition this service will necessitate a more 
commercial focus within Directorates, particularly in relation 
to ICT-related project costs which will need to be built into 
future business cases.  For the purpose of clarity, project 
and change activity will be chargeable directly to the 
business area commissioning the change.  However the 
business will benefit from more certainty of delivery, benefit 
realisation and more commercial payment mechanisms. 

 
40. The Retained Client Function has been designed to 
ensure that Council maximises the value for money from the 
investments it is making and is focused on the strategic use 
of technology to enable business change going forward. It 
has been specifically designed to ensure it supports a 
commissioning organisation, with capacity and capability for 
robust contract and relationship management. 
 

Next Steps 41.  Subject to Cabinet approval outlined above, the Head of 
Systems and Customer Access will negotiate and prepare 
the finer details of the Contract consulting with the Cabinet 
Member with Responsibility for Transformation and 
Commissioning prior to the Director of Business, 
Environment and Community approving the final contract. 
 
42. It is expected that, in line with this timetable, the contract 
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will be in place by December 2014 with a service 
commencement date of February 2015. 
 

Supporting Information None. 
 

Contact Points County Council Contact Points 
 

 Worcester (01905) 763763, Kidderminster (01562) 822511 
or Minicom: Worcester (01905) 766399 

  

 Specific Contact Points for this report 

 Peter Bishop, Head of Systems & Customer Access 
Email: pbishop@worcestershire.gov.uk 
(01905) 766020 

  

Background Papers In the opinion of the proper officer (in this case the Head of 
Systems and Customer Access) the following are the 
background papers relating to the subject matter of this 
report:- 
 

 Agenda and background papers for the meetings of Cabinet 
held in October 2013 and February 2014. 

 
 


