
Executive Decision Making by an Officer with Delegated Powers

Decision to be taken by: Mandy Quayle, Director of Digital & People Services.

Pursuant to an Authorisation from: Cabinet dated 22nd July 2020 to delegate 
authority to the Director – People and Digital Services, in consultation with the Cabinet 
Member Finance and Change, to conduct procurement processes (jointly with Gloucester 
City Council and other potential partners to the extent that such partners’ service 
requirements have been agreed with the county council) in respect of contracts for the 
supply of the services outlined below: 

 Data Centre Hosting
 Cloud Hosting and Operations
 Telephony – VOIP/Unified Comms
 Mobile Telephony
 Enterprise Support (2nd & 3rd line)
 Security Operations
 System management (tooling) delivery and support
 Printing (enabling the Canon contract)

and to award such contracts to the preferred tenderers, within the limit of the total 
available cost budget of £11million per annum.

Report title: New Digital and ICT Service – award contract for the IT Service 
Management Solution

The decision Having conducted the above-mentioned procurement process and consulted with the 
Cabinet Member Finance and Change:

1) To approve the award to the preferred tenderer, using the G-Cloud 11 
Framework and associated procurement process a call-off contract  for the 
supply of the following services:
i. ServiceNow IT Service Management (ITSM) tool and Customer Service 

(CSM) software and licensing;
ii. Implementation services in respect of such ITSM tool; and 
iii. Support and maintenance services in respect of such ITSM tool.

The proposed contract shall continue for an initial period of 24 months and include 
options to extend its term for two further periods of 12 months each (maximum term of 
48 Months in total).
2) To authorise the Assistant Director of Legal Services to execute such contract by 
affixing the Council’s seal thereto.

Background 
documents

https://glostext.gloucestershire.gov.uk/ieDecisionDetails.aspx?ID=1516 

Reasons for 
the decision

The current ITSM tool used within GCC’s ICT service is owned and managed by the 
incumbent ICT managed services supplier, and therefore will not be available to the 
council when this contract ends on 31st March 2021.

https://glostext.gloucestershire.gov.uk/ieDecisionDetails.aspx?ID=1516


In order to implement and operate an in-house service support function, 
Gloucestershire County Council (GCC) will require a fit-for-purpose IT Service 
Management (ITSM) tool. An ITSM tool performs and supports the organisation with 
multiple functions, such as dealing with requests for, and providing, new digital and 
ICT services (request fulfilment); handling requests for help with ICT issues (incident 
management); and effectively managing change.
An ITSM tool is essential in reducing operational ICT costs and increasing efficiency, 
by removing manual processes and improving collaboration and handovers between 
teams and individuals. The tool also enables better intelligence about which ICT 
issues happen most frequently or have the most business impact; improved 
governance and risk mitigation; and can support with increasing quality of service and 
customer satisfaction. 
The selected product is ServiceNow, the leading ITSM tool. Included in the licensing is 
CMS, customer management toolset, which will enable the transition from the existing 
CMS contract which will expire in the next 12 months. This will bring further 
optimisation and value for money, through having a combined license product and a 
combined capability and integration between these services. 
The G-Cloud process has been lead by Procurement using the buyer’s guidance and 
support from CCS. This has included a long list, short list and detailed evaluation 
based on the G-Cloud offerings and criteria including confirmed pricing, terms and 
conditions and implementation plans. 60% was on quality and 40% on pricing. The 
successful supplier is Unifii Limited. 
The pricing is based on the new CSM ITSM Pro Combined SKU. This is the most 
cost-effective licensing model to suit GCC’s needs and includes Virtual Agent and 
data analytics which will provide extra value to GCC. 
The pricing is within budget and will be based on the fixed pricing required to meet the 
current requirements. Additional budget has been added to the contract to enable 
further modules to be added during the contract term as required. 
Committed spend is as follows:

Year 1 Year 2 24 Month Contract 
(Committed Spend) 

Year 3 if taken Year 4 if taken 

Implementation £65,000.00 TBA £65,000.00 TBA TBA
Licensing for 90 users (baseline) £78,019.20 £78,019.20 £156,038.40 £85,821.12 £94,403.23
Optional - Extended UK Support (call 
off can be utilised or fixed quarterly in 
advance) 

£58,050.00 £33,540.00 £91,590.00 TBA TBA

Optional/Unconfirmed Phase 2 
implementation

£40,000.00

Commited Capital Sub Total £65,000.00 £0.00 £65,000.00 £0.00 £0.00
Commited Revenue Sub-total £78,019.20 £78,019.20 £156,038.40 £85,821.12 £94,403.23

Optional Capital Sub-total (Phase 2) £40,000.00

Optional Revenue - Sub-total £58,050.00 £33,540.00 £91,590.00
Committed Total £143,019.20 £78,019.20 £221,038.40
Total with Options £241,069.20 £111,559.20 £312,628.40 £85,821.12 £94,403.23

*10% year on year uplift on licensing if year 3 and 4 taken at end of year 2 and 3 and 
not confirmed as 4 year contract during implementation. 
Licensing is based on CSM ITSM Pro Combined SKU. 



90 Licenses has been assessed as the initial minimum requirement. Additional 
licenses cost: 
£72.24 per month, or £866.88 per annum in year 1 and 2, and subject to 10% uplift in 
year 3 and 4 unless confirmed 4 year contract during implementation. 

90 licenses are the minimum licence quantity, additional licenses can be procured at 
any time and will be co-terminated with the end of the license year. 

(**taken from approved procurement strategy and is a contract ceiling value and 
unlikely to be used in full)

Maximum contract value to allow for additional 
licenses, CSM implentation and other modules if 
required: (for advert and additional call off only if 
required)

**£5,000,000

Resource
implications

The committed aggregate value of the contract without options will be:
Capital (cost of implementation): Phase 1 ITSM £65,000.00 
Committed revenue cost of the above-mentioned call-off contract per annum: 

 £78,019.20  year 1
 £78,019.20  year 2
 Years 3 and 4 have not been awarded yet due to G-Cloud rules. 

Committed Total for PO without options for year 1 and 2 is: £221,038.40
PO value if all options taken in year 1 and 2 is: £312,628.40
Total estimated budget that may be required including contingency for other phases of 
implementation, additional licenses, and licensing and support in year 3 and 4 is: 
£1,425,000 (taken from approved procurement strategy). 
These costs have been included in the ICT budgets for Capital and Revenue.

Who has 
been 
consulted?

Lead Cabinet Member Finance and Change
ICT
Finance
Strategic Procurement
Legal

What were their comments?

Cllr Stowe, Cabinet Member Finance and Change, has been briefed on the decision and proposals 
and has confirmed his agreement to the approach outlined.
Strategic Procurement support that this contract scope is required and also that the service is being 
sourced through a legally compliant route. 
Legal Services: On the basis of the information provided in this report, it is confirmed that the 
proposals set out herein meet public procurement law requirements.  
Strategic Finance have validated the costs and budget figures provided in this report. 



Background/Context
In July 2020, Cabinet approved the implementation of a new Digital and ICT Service, which included 
in-sourcing the IT Service Desk and supporting services (request fulfilment and deskside support) – 
otherwise known as ‘service support’. This decision was made to enable control and visibility of the 
core element of the ICT service, to assist in building up maturity and better managing demand. As 
customers of the ICT service are more likely to engage with the service desk than any other aspect of 
the service, their customer experience and trust in the service will also be largely defined and 
informed by this interaction.

Cabinet also delegated authority to the Director of Digital and People Services, in consultation with 
the Cabinet Member Finance and Change, to conduct procurement and award contracts to enable the 
implementation of the new Digital and ICT service, including system management (tooling) delivery 
and support.
In order to implement and operate an in-house service support function, Gloucestershire County 
Council (GCC) will require a fit-for-purpose IT Service Management (ITSM) tool. An ITSM tool 
performs and supports the organisation with multiple functions, such as dealing with requests for, and 
providing, new digital and ICT services (request fulfilment); handling requests for help with ICT issues 
(incident management); and effectively managing change.
The current ITSM tool used within GCC’s ICT service is owned and managed by the incumbent ICT 
managed services supplier, and therefore will not be available to the council when this contract ends 
on 31st March 2021. 
The G Cloud framework has therefore been used to procure a contract which includes ServiceNow 
software toolset and licensing, implementation services, and annual support and maintenance. 
The planned implementation timescales are summarised below:

 Contract award: November 2020
 Implementation commences: December 2020
 Implementation complete: February 2021
 User acceptance testing: March 2021
 Go live: March 2021

Alternative options considered and why they were rejected
Cabinet agreed a procurement approach in July 2020 that sought to enable a timely, pragmatic and 
compliant exit from the council’s current ICT managed service contract. The procurement phase must 
prioritise expediency whilst ensuring a complaint procurement route that carefully balances the 
technical, risk and value for money considerations. The principle of using compliant framework 
agreements where possible was therefore agreed by Cabinet. 
Various software frameworks were evaluated to assess the most suitable framework to use. The G 
Cloud framework was chosen due to there being a wider range of ITSM based offerings, ensuring a 
higher likelihood of successful procurement, and because the G Cloud framework is often a faster 
procurement route than other competitive frameworks. 
Based on the need for supplier ownership and responsibility for buying the right licenses; expediency; 
procurement and implementation efficiency; and to overcome complexities in this market on resellers 
as ITSM implementation partners, the decision was also taken to procure the software and 
implementation as a package in line with the approved strategy. 
The G-Cloud process has been led by Procurement using the CCS buyer’s guidance and specific 
support from CCS. This has included a long list, short list and detailed evaluation based on the G-
Cloud offerings and criteria including confirmed pricing, terms and conditions and implementation 



plans. 60% was on quality and 40% on pricing. The successful supplier is Unifii Limited. 
Unifii demonstrated in their implementation plan an increased level of experience tailored to 
accelerated implementation for local authorities, with inclusion of essential integrations and more 
standard templating, with additional help and support for implementation where GCC does not have 
the technical skillset. Unifii also provided the cheapest price.  
Risk Analysis
The risk of not awarding this contract is that the council would not have the toolset and technical 
functionality to implement an in-house Service Desk by 31st March 2020. This would severely impact 
on the Digital and ICT services’ ability to respond to new requests and issues, which would ultimately 
impact on the council’s ability to conduct business.  

Equalities considerations
This contract is not anticipated to have a negative impact on anyone with a protected 
characteristic(s).

Has a Due Regard Statement been completed? No

Has any conflict of interest been declared by any Cabinet 
Member consulted on the decision?
The council’s Monitoring Officer should be consulted, in the 
first instance, if any conflict of interest is declared by a Cabinet 
Member. 

If any conflict of interest declared, was a dispensation 
granted by the Audit and Governance Committee of the 
Council?

No

Date of dispensation:

Does this decision report form or any supporting papers 
provided contain confidential or exempt information?  
 (Refer to Democratic Services Unit for advice if necessary)

No

If Yes, please provide details of 
document(s) that are confidential or 
exempt

Does this decision need to be published on the GCC 
website?
(Refer to guidance on “Executive Decisions taken by Officers”).

Yes



Having fully considered all available information, I have decided to reject any alternative options and 
take the recommended decision(s), for the reasons set out in this report. 

Signed
Mandy Quayle, Director of People and Digital Services

Date  16/11/2020

Contact details for further information: 
Officer: Mandy Quayle
Director of Digital & People Services

Tel: 01452 324303

Email: mandy.quayle@gloucestershire.gov.uk

mailto:mandy.quayle@gloucestershire.gov.uk



