
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 – issue a Change Request for 
Extended UK Support and Phase 2 implementation 

 

The decision Having consulted with the Cabinet Member Finance and Change in 
accordance with a Cabinet Decision dated 22nd July 2020 with regard 
to an existing contract with the supplier known as Unifii Ltd for the 
supply of implementation services in respect of the ServiceNow IT 
Service Management tool (the “ServiceNow Implementation Contract”):  

 

DECISION 

 To exercise an option under the ServiceNow Implementation 

Contract for the purpose of calling-off extended UK Support 

services in respect of such ServiceNow IT Service Management 

tool during the period 1st April 2021 to 31st March 2022. 

 To exercise an option under the ServiceNow Implementation 

Contract for the purpose of calling-off implementation services in 

respect of a Customer Service Management module (Phase 2).  

 To issue a contract modification request under the ServiceNow 

Implementation Contract for purpose of obtaining Architect 

services to support the implementation of such Customer 

Service Management module (Phase 2). 

 



Background  
documents 

https://glostext.gloucestershire.gov.uk/ieDecisionDetails.aspx?ID=1587  

https://glostext.gloucestershire.gov.uk/ieDecisionDetails.aspx?ID=1568  

Reasons for  
the decision 

Gloucestershire County Council (GCC) has recently implemented the 
ServiceNow IT Service Management (ITSM) tool to enable the in-
sourcing of its service support function, with the support of Unifii Ltd.  
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. 
Now that the ITSM tool is implemented and early life support has come 
to an end, the council requires support and maintenance services for 
the ITSM tool to ensure that it continues to be fit for purpose.  

Implementation of the Customer Service Management (CSM) 
functionality within ServiceNow will enable the transition of ICT 
Applications Support and Business Service Centre teams from their 
existing CSM contract which is due to expire this year. The existing 
CSM tool is used by the ICT Applications Support and Business Service 
Centre (BSC) teams to log and resolve customer requests. 
Implementing the CSM functionality as Phase 2 of the ITSM 
implementation will bring further optimisation and value for money, 
through having a combined license product and a combined capability 
and integration between these services.  
 
The proposed Architect services is required in order to provide the 
following services to support Customer Service Management module 
go live by July 2021: 

 Work with internal council stakeholders to understand current 

processes, with a focus on how best to map these to leverage 

the ServiceNow capabilities. 

 Provide support on how best to collect data and ensure the 
approach being taken is fit for purpose. 

 Ensure that the end to end processes and user experience 
journey has been considered, and internal requirements have 
been articulated, in a manner that reflects the council’s future 
requirements.  

 Support testing of the solution.  

 Help internal teams understand if the solution is working as 
expected and supporting the education of the teams on how to 
get full value from ServiceNow 

  
 
The proposed contract modification request in respect of the supply of 
Architect services is justified under the public procurement regulations 
on grounds that it is a minor change that does not affect the nature of 
the original contract; does not exceed the relevant public procurement 
regulations threshold; and does not exceed 10% of the initial value of 
such contract.    
 

https://glostext.gloucestershire.gov.uk/ieDecisionDetails.aspx?ID=1587
https://glostext.gloucestershire.gov.uk/ieDecisionDetails.aspx?ID=1568


Resource 
implications 

Resource implications are as follows: 

 Year 1 Year 2 

Extended UK Support £58,050 £33,540 

Customer Service Management 
(Phase 2) implementation 

£40,000  

Architect Services* £48,060  

Total £146,110 £33,540 

 

 

*The committed value of Architect services is £40,050. This is charged 
on a time and materials commercial basis and therefore 20% 
contingency has been added to this value within this officer decision in 
case of delays during implementation due to unidentified issues or 
scope.  

 

The maximum value of the proposed contract options and contract 
modification is £179,650.  

 

This cost has 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: Strategic Procurement are satisfied that we are exercising our 
contractual right to take up optional work contained with the contract and that the remaining 
additional work is consistent with the original purpose of the contract and is less than 10% of 
the overall contract value. 

Legal Services: On the basis of the information provided in this report, it is confirmed that 
the proposals set out herein meet public procurement legal requirements.   

Strategic Finance have validated the costs and budget figures provided in this report.  

 

Background/Context 

The Director of Digital and People Services, in consultation with the Cabinet Member 



Finance and Change, made an Officer Decision in November 2020 to award a contract for 
the supply of the following services to Unifii Ltd: 

 
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 maximum contract value included an optional spend for Extended UK Support and 
Unconfirmed Phase 2 implementation that could be awarded to Unifii Ltd.   

When submitting its tender submission in respect of the ServiceNow Implementation 
Contract, Unifii included an option which enables the council to call-off extended UK Support 
and implementation of CSM (Phase 2). 

Unifii have submitted a proposal for delivering Extended UK Support and implementation of 
CSM (Phase 2), which the council can accept through a change request to the existing 
contract with Unifii.  

The council also requires additional Architect resource to support the implementation of 
CSM. Unifii have provided a proposal for supplying Architect services. Under the rules of the 
G Cloud framework used to procure the original ServiceNow implementation contract, the 
council can accept this proposal through a contract modification request.  

 

Alternative options considered and why they were rejected 

The council is exerting the right under the existing ServiceNow implementation contract to 
award Extended UK Support services and implementation of a Customer Service 
Management module (Phase 2). to Unifii Ltd.   

It is recommended that the council additionally purchase Architect services from Unifii Ltd. 
through a contract modification. Unifii Ltd. have extensive ServiceNow knowledge, and 
therefore this resource would ensure that the council exploits the full functionality of the 
CSM module and follows best practice approaches. It has been explored whether the 
council could recruit or procure this resource elsewhere but, due to the accelerated 
implementation timescales to ensure that the teams have transitioned before their existing 
CSM contract expires, it would not be possible to recruit / procure and on-board this 
resource in time to add value to implementation. Additionally, procuring this resource on a 
time and materials basis means that the resource is only utilised when needed, which would 
not be possible if the resource was recruited by the council.  

 



Risk Analysis 

The risk of not approving this decision is that the council would not have support and 
maintenance services for the current ITSM tool until an additional procurement for the 
delivery of these services is completed. The ITSM tool is critical in ensuring that the council 
can deliver Digital and ICT services. The council would also not be able to commence 
implementation of the CSM, which would result in delays to moving the ICT Applications 
Support and Business Service Centre teams from their existing CSM contract, which is due 
to expire this year. 

 

With regard to the proposed contract modification request in respect Architect services, 
there is a risk in respect of any contract variation that it may be subject to legal challenge 
under the Public Contract Regulations 2015 (“PCRs”).  While it is acknowledged that a 
contract variation is only permissible under the PCRs on very limited grounds, the variation 
proposed in this report is justified on grounds that it is a minor change that does not affect 
the nature of the original contract; does not exceed the relevant PCRs threshold; and does 
not exceed 10% of the initial value of such contract  

Equalities considerations 

This decision 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 Digital & People Services  

Date  28/04/2021 

 

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

