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1. NOTICE OF TENDER  

Project Name: Virtual Advice – Scale Up Partner 

Project Location: UK Based 

 

Bids must be received prior to: 18:00hrs 5 November 2020 

 

Submission: Via email to Jamie Scott - jamie.scott@weareumi.co.uk and copy to 

nicki.clark@weareumi.co.uk 

 

2. ABOUT UMi 

https://www.weareumi.co.uk/ 

 

Established in 2007 and a wholly employee owned business, operating across the UK.   

 

We’re on a mission to make it easier for businesses to do more and go further by taking the 

hard work out of finding and using the best information, expertise and finance.    We believe 

that businesses have the power to make a difference and by working together we can 

collectively achieve more than we could alone.  This tender opportunity is a great example 

of that as we look for a partner to support our ability to scale our virtual advice services 

rapidly in the event of economic shocks and ad hoc needs. 

 

3. BACKGROUND 

We have a well-respected reputation for providing unscripted advice and help to business 

across the UK via virtual channels.  At times there is a requirement to scale those services 

rapidly to meet local and national demands as a result of campaigns or economic shocks 

such as major business closures, floods etc. 

 

The core service has the capacity to handle around 50,000 enquiries via telephone, email, 

web, video and social channels per year.  We are looking for a partner who is a well-

established outsourcing organisation who operate in a manner that can mobilise resources 

to handle circa three-fold increases in enquiries.  Due to the nature of the requirement it is 

highly likely that at times there may be no notice to the service being triggered. 

 

It is imperative that our outstanding customer experience is maintained.  Therefore, a key 

factor when selecting our partner will be: their ability to integrate seamlessly with our 

technology infrastructure, further detail of which is set out in section (insert details); a clear 

commitment to maintaining the required knowledge and expertise; as well as a truly agile 

and partnership based approach. 

 

As stated in our introduction, UMi believes business has the power to make a positive 

difference in the world in which we live.  It is essential therefore that the partner we select 

is committed to behaving responsibly.  At UMi we measure that by not only our 

environmental impact but commitment to initiatives such as the real living wage, supplier 

mailto:jamie.scott@weareumi.co.uk
https://www.weareumi.co.uk/
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payment terms etc.  We will be looking for a partner who has a similar ethos and ability to 

demonstrate how they put that into practice. 

 

4. SERVICE SPECIFICATION 

 

All advisers will engage with customers via multiple channels, diagnose the needs of the 

customer through intelligent questioning and ensure that the needs are met through advice, 

guidance or signposting. The adviser will need to be able to discuss complex business needs 

across a full range of subjects relating to business start-up, survival and growth. This may 

also cover very immediate and changing needs, for example the recent COVID virus has 

had a huge impact on many businesses and advice and guidance has changed throughout 

the process to reflect the needs of sectors, geography or personal circumstance. 

 

The partner organisation’s advisers will answer all calls and chats with a predesigned script 

that will cover an introduction to the service and also cover GDPR requirements. The adviser 

will conduct an unscripted conversation with the customer to ascertain their needs and 

collect key data. The adviser will use the specified resources to identify the correct outcome 

for the customer, identifying key information and places to signpost. Upon successfully 

supporting the customer, the adviser will follow up the interaction with an email to the 

customer on a designated email template including all the points discussed in the call. This 

email will also include a link to a customer satisfaction survey. 

 

All data will be recorded on the partner’s CRM system using the data capture fields agreed 

and the customer's account completed in accordance with all pre-arranged procedures. 

 

The partner will need to provide a flexible resourcing model that can handle between 0 – 

50,000 contacts per month across telephone and webchat, the estimated split being: 

 

Telephone calls –35,000 calls per month 

Webchat – 15,000 chats per month 

 

The average handle times for these channels are: 

 

Calls – No more than 10 minutes (including wrap) 

Chats – No more than 18 minutes (including wrap) 

 

The service will be available Monday to Friday, 9am until 6pm but the partner must have 

the flexibility to also include weekends, evenings and bank holidays if required. 

 

DATA CAPTURE 

The partner will be expected to capture accurate data on the CRM. The following data fields 

are an example of the type of data expected to be collected but this is subject to change. 

The need to be agile in this area is vital. 
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Name of caller freetext 

Company name freetext 

Customer and business address freetext 

Email address    freetext 

Phone number (including mobile) freetext 

Date and time of enquiry  Auto from CRM 

Trading status List 

Business size (employees) List 

Business sector List 

Broadband access Yes/No 

Age of business owner List 

Enquiry source List 

Reason for calling -Enquiry Reason List 

Reason for calling -Enquiry Detail List 

Call Outcome (advice given during call) Brief summary of call/chat 

Referred to  List 

Appointment created with Tier 2 Yes/No 

All fields must be completed in full and data compliance checks completed by the partner. 

Additional checks will be carried out by UMi to ensure compliance with required standard. 

 

All data will be expected to be completed for all contacts on the day to ensure that the 

overnight upload of data can be carried out and the data be fully reportable by 8am the 

following morning. 

 

TRAINING 

UMi will provide initial “train the trainer” sessions to designated members of the partner 

organisation that is expected to take up to 2 weeks. Relevant training materials will be 

provided to ensure a similar level of training is provided to the full team. UMi will continue 

to update the partner of any changes to advice or guidance and will provide full access to 

Knowledge Banks for access by the advisers. 

 

Please see below for the job spec and description for a Tier 1 adviser: 

JOB DESCRIPTION 

 

PURPOSE OF JOB: 

Work as part of the team to provide expert business support advice and information to small 

businesses via the telephone or web-chat to help the customer move forward their business. 

 

PROVISION OF EXCEPTIONAL CUSTOMER SERVICE 
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• Provide general business advice and effective diagnostic for all enquiries via 

telephone or webchat taking ownership to ensure resolution, referral or, if 

appropriate, create an appointment with a Tier 2 adviser 

• To follow call handling guidelines to ensure the highest level of service is given 

• Achieve and maintain high quality standards  

• Work flexibly to deliver the service via the telephone or by webchat, providing a 

tailored, friendly, helpful service 

• Use appropriate questioning styles to help understand and quickly assess the needs 

of the customer and business 

• Articulate services and assess customer requirements, sourcing appropriate services 

and information to match their needs 

• Be able to manage multiple webchat conversations simultaneously in a professional 

way  

• Provide information in line with customer requirements. Every effort should be made 

to ensure the intervention leads to a positive tangible impact on their business or 

business idea 

• Utilisation of authorised resources including the gov.uk website and any other current 

Government supported sites or tools and the UMi Knowledge Bank to ensure 

customers are provided with accurate and consistent information 

• Effectively collect customer data in line with the contract standards to ensure 

accurate, timely and relevant information is gathered 

 

CO-ORDINATION AND ADMINISTRATION OF CUSTOMER JOURNEY 

• Complete all relevant customer documentation accurately in order to comply with 

internal or external requirements, ensuring a clear audit trail is maintained irrelevant 

of the channel 

• Ensure all activities are recorded accurately and timely onto the customer 

relationship management system (CRM) and any other required business systems 

platforms in accordance with operational standards and processes 

• Adhere to strict customer data protection and storage guidelines across all channels 

• Ensure that all service and quality standards across the customer journey are 

adhered to, achieved and maintained 

• Manage and prioritise own workload effectively 

SUMMARY OF KNOWLEDGE, SKILLS AND EXPERIENCE - ESSENTIAL 

• Basic educational standard (GCSE) to high standard including Maths and English 

• Demonstrable track record of delivering excellent customer service in a business to 

business environment 

• Exceptional communication skills (written and verbal), including ability to effectively 

listen to interpret customer requirements 

• Excellent ICT literacy including Microsoft Office packages and digital media channels 

such as webchat, email, Twitter, Facebook etc  

• Demonstrable understanding of business processes and business acumen 

• High level of analytical ability to assess customer needs, information and 

documentation 

• Demonstration of sales techniques to reach decision makers and gain commitment  

• Ability to organise own workload and self motivate to achieve targets 
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SUMMARY OF KNOWLEDGE, SKILLS AND EXPERIENCE - DESIRABLE 

• Previous experience of delivering a business advice service 

• Demonstrable understanding of the national business support network and policy 

landscape 

• Experience of working with a variety of different business situations, functions, and 

key personnel 

• Ability to interpret basic business financial information 

• Experience of delivering advice to customers via digital channels such as social media 

or webchat 

• Experience of using a customer relationship manager database. 

 

QUALITY MANAGEMENT 

The partner will ensure that the service provides the highest level of quality through the 

following (but not limited to) methods: 

 

• Call monitoring 

• Chat Monitoring 

 

It is expected that the partner will carry out random checks to at least 5% of all contacts 

but where concerns are raised by either party it is expected that this number would increase. 

UMi will provide a template to complete this monitoring and the partner will need to be able 

to share the outcomes of the monitoring on a daily basis. UMi will also carry out random 

checks on calls and chats and pass feedback to the provider. 

 

All interactions will include an ability for the customer to provide feedback and rate various 

elements of the service. The customer satisfaction surveys are triggered through the email 

template and also within the webchat service. UMi also reserve the right to carry out 

additional outbound calls to carry out further satisfaction surveys. The partner will be 

expected to maintain an overall customer satisfaction score of no less than 90%.  

 

PERFORMANCE MEASURES 

KPI KPI TARGET MEASUREMENT REPORTED BY 
90% of callers feel 
their query was 
satisfactorily answered 
in terms of the 
information they 

receive  

90% Customer satisfaction 
survey UMi 

Inbound calls to be 
kept to an average of 
10 minutes per call 
including wrap 

10 minutes Call reporting UMi 

90% of calls to be 

answered within 15 
seconds during 
working hours 

90% Call reporting UMi 
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Abandonment rate of 
less than 5% on calls  <5% Call reporting UMi 
Inbound chats to be 
kept to an average of 
18 minutes including 

wrap 

18 minutes  Chat reporting UMi 

90% of webchat 
contacts to be 
answered within 15 
seconds  

90% Chat reporting UMi 

Abandonment rate of 
less than 15% on 

webchat 
<15% Chat reporting UMi 

Advisers should be 
utilised on customer 

contacts (including 
wrap) for 65% of their 
available time 

65% Total customer time 
as a % of total time 

available 
Partner 

All advisers  
participate in training 

and up skilling in 
business support topic 

90% Training records to be 
maintained Partner 

Partner service to be 
operational for a 
minimum of 95% of 

opening times over a 

monthly basis 

99% All downtime recorded 
as a percentage of 
operational time 

within the month 

Partner 

 

REPORTING 

Whilst overall contract reporting will continue to be carried out by UMi, the partner 

organisation is expected to relay the following information by 9am on a daily basis: 

 

1. The number of advisers recruited but not yet trained 

2. The number of advisers in training 

3. The volume of advisers fully trained and available to take calls and chats 

4. The volume of advisers not attending work and why eg holiday, sickness etc 

5. Results of call/chat monitoring 

 

5. TECHNOLOGY SPECIFICATION 

TELEPHONY 

UMi uses Vodafone Storm to receive calls.  These calls will be forwarded from Storm based 

on agent availability so you will need to confirm how the telephony platform you propose to 

use will interact with Storm accordingly.  The telephony infrastructure will need to allow 

calls to be answered by an agent in 15 seconds.  In some instances, calls may need to be 

routed back to UMi via a dedicated DDI number. 

 

You will be expected to use UMi’s webchat service accessible via a web browser, please 

evidence the experience of using and integrating with webchat services. 
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DATA CAPTURE 

Contact data will be captured in a CRM system with each contact having its own unique 

record, and all of the contact information pertaining to this service must be in a discrete and 

unique database.  Data will be transferred to UMi daily overnight.  Transfer will preferably 

occur via secure file transfer of a flat, prescribed format csv file although JSON could be 

accommodated.  UMi will then insert this data into its CRM for consolidation and reporting. 

MINIMUM SECURITY 

All data must be captured and stored in a unique database instance without any data from 

any other sources, secured with AES-256 encryption.  You will be compliant with ISO27001 

-Information Security Requirements Specification; ISO27002 - Information Security Code 

of Practice; or equivalent and must meet as a minimum Cyber Essentials accreditation 

standards.  You will undertake routine vulnerability checks and at least 12 monthly CHECK 

accredited penetration testing and associated remediation/risk treatment plan for all risks 

medium or higher, the latest report will be shared with UMi if requested.  You also have an 

Information Security Management System (ISMS) to detail the approach to ensuring the 

confidentiality, integrity and availability of the information assets processed. 

 

You must also evidence that the service is compliant with the relevant legislation, including 

but not limited to: 

 

1. Freedom of Information Act 2000 

2. Data Protection Act 2018  

3. Misuse of Computers Act 1990 

4. The General Data Protection Regulation (GDPR) 

6. KEY CONTACTS FOR Q&A 

Potential partners are able to contact the following members of the UMi team during the 

formal submission period for further clarification of our requirements.  There will not be time 

allocated in this period for general ‘sales’ discussions. 

 

Karl Shires – Senior Project Manager : Virtual Services 

 

karl.shires@weareumi.co.uk 

Tel: 07557 266613 

 

Jamie Scott – Head of Customer Experience 

 

Jamie.scott@weareumi.co.uk 

Tel: 07870 808 269 

 

 

 

mailto:karl.shires@weareumi.co.uk
mailto:Jamie.scott@weareumi.co.uk
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7. TENDER AND MOBILISATION PROCESS 

 

 

8. INSTRUCTION TO TENDERERS 

• There is no fixed format on which proposal should be submitted.  However, 

proposals must include the following as a minimum: 

o Background of your business and why you have the track record and 

experience to fulfil this requirement 

o Full breakdown of commercial terms and an overall unit cost based 

approach based on operational model.  For example cost / agent / hour and 

day inclusive of all oncosts, management costs, overheads and margin. 

Tender publication & questions

28 October - 5 
November 2020

• Due to an anticipated requirement there will be a 7 day period for submission of a 
proposal and any questions relating to that.

Shorlisted proposals selected and more detailed discussions held
11 November 2020

•UMi will review submissions between 6 - 10 November.  Clarification may need to be 
sought during this time so tenderers should ensure an appropraite contact is available.

Partner appointed
24 November 2020

• A period between 11 November and 24 November will be used to establish clear 
expectations and sign contracts

Partner onboarding complete
8 December 2020

• a period between 25 November to 8 December has been allocated for a process of 
onboarding.  This will include system integration, broader introductions across UMi and 
partner teams, training of managers within partner organisation and partner to identify 
required agents / advisers.  Whilst 10 days have been allocated for this if onboarding can 
be completed more swiftly this would be beneficial

Service go live
22 December 2020
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o A suggested method for recovery of costs if performance is not in line with 

expectations set out in section 4 ‘service specification’ 

o Minimum required notice period for 

▪ Terminating the agreement in full 

▪ Scaling capacity up and down 

o Clear evidence of ability to comply with IT security and data sharing 

requirements 

o A mobilisation plan demonstrating: 

▪ how quickly the service could be mobilised initially 

▪ process and timeline for scaling agent volumes up or down 

o Contact details for three references with similar requirements 

o A risk assessment and suggested mitigating actions 

9. CONFIDENTIALITY AND NON-DISCLOSURE 

MEASURES 

All documents within or appended to this document, together with any subsequent 

clarification documents or correspondence are of a strictly confidential nature and will 

remain the property of UMi Commercial Limited, without exception. 

 

Details of this tender must not be disclosed or discussed with anyone outside of the 

tendering organisation without the express permission of UMi Commercial Limited.   

 

Where this requirement is not adhered to, UMi Commercial Limited at their sole discretion 

may exclude the organisation from any further participation in the tender process and seek 

to start legal proceedings where damages are caused as a result of breaching this 

confidentiality clause. 
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Please ensure this document is included with your bid proposal, by the 

prescribed deadline. 

 

     
 

  

TENDER SUBMISSION FORM 

Company Name   

Contact(s) or Relationships within UMi   

VAT Reg No   

Company Reg No   

Address   

    

Postcode   

Tender Contact Email Address   

Has your firm or any of its Partners/ Directors ever 
been declared bankrupt? 

  

   

Total estimate annual Professional Service Fees, 
including: 

  

Audit   

Accounts preparation   

Tax    

 

Sustainability - the following questions must be answered by all suppliers * 

Do you have the following policies? 

Environmental / Sustainability Policy Y/ N 

Anti-Bribery Policy Y/ N 

Health & Safety Policy Y/ N 

Equal Opportunities Policy Y/ N 

Do you take active steps to minimise your impact on the environment? e.g. by reducing waste and 
your use of raw materials and energy? 

Y/ N 

Do you hold an environmental management system accreditation such as ISO14001? Y/ N 

If ‘No’ to the previous question, do you have environmental targets & measurements? Y/ N 

Do you pay the Government's National Minimum/Living Wage? Y/ N 

Are you a recognised Living Wage Employer or Service Provider with the Living Wage Foundation Y/ N 

Do you produce a statement on Modern Slavery? Y/ N 

 
* UMi are committed to improving and understanding sustainability in our supply chain; if you answer NO to any 
questions it does not mean that we cannot work with you, and we understand that not everything is applicable to 
all organisations; but we do require this section to be completed by all suppliers. 

Declaration:   I certify that the information given on this form is correct 

Sign & date 

 

 

  

Print name & position in the organisation 

 

 

  
    


