
REPORT TITLE: Work Smarter Digital Phase 2: Re-procurement of the Enterprise Support 
Service Contract 

Cabinet Date 26 January 2022

Cabinet Member Cllr Lynden Stowe, 
Deputy Leader and Cabinet Member for Finance and Change

Key Decision Yes

Purpose of Report To seek approval to award a contract in relation to the supply of Enterprise 
Support Services.

Recommendations

That Cabinet : 

1. Approves, without further competition, the award of a call-off contract 
for the supply of Enterprise Support Services under Crown 
Commercial Services Framework RM6100 – Technology Services 3,  
to the preferred tenderer, namely, Cantium Business Solution  Limited 
in accordance with the direct award criteria thereunder. The proposed 
call-off contract shall make provision for the supply of Enterprise 
Support Services to both the council and Gloucestershire Fire and 
Rescue Service to the extent that the Fire Service’s requirements have 
been agreed in advance with the council. Such call-off contract shall 
continue for an initial period of two years and include options to extend 
its term for a further period of one year on each of its second, third and 
fourth anniversaries. 

2. Delegates authority to the Director of People and Digital Services in 
consultation with the Cabinet Member for Finance and Change to 
determine whether to exercise each of the options to extend the term 
of such call-off contract on its second, third and fourth anniversaries.



Reasons for 
recommendations

In order to operate a Digital and ICT service, the outsourced Enterprise 
Support Services contract must provide specialist resources, expertise and 
technology to deliver enterprise administration and maintenance including 
second and third line support services for the enterprise architecture. Levels 
of support are defined as follows: 

- The first line of support provides basic / common assistance. In the 
case of GCC this is the in-house ICT service desk

- Second line support tasks are largely managed in-house with some 
support provided by the ESS supplier. These tasks are more complex.

- Third line support tasks are also managed by the ESS supplier and 
include issues with externally provided services or highly technology-
specific issues.

The contract with the council’s selected supplier will provide: 

 Out of Hours Service
 Disaster Recovery Service
 Collaboration with BT- the Firewall management contract 
 Security operations
 Datacentre management
 Server infrastructure management
 Storage infrastructure management
 Database management
 Microsoft 365 management
 Public Cloud / Azure management
 End User Device infrastructure management
 Enterprise technology transformation projects

The current contract was awarded following a direct award process in line 
with the Kent County Supplies Framework Y18004 Managed ICT Services 
and ensured the County Council was provided with essential support during 
the launch of the new Digital and ICT service. Acknowledging that the service 
is now more mature it is time to renew the contract specification to ensure 
value for money and a fit for purpose service. 

The County Council’s current Enterprise Support Services (ESS) contract will 
come to an end in March 2022. It will be critical to commence the new 
contract at the time of the current contract expiry.

The proposed procurement approach offers a fully compliant process via a 
Crown Commercial Services (CCS) framework. This will provide an 
opportunity to consider the emerging service requirements and value for 
money in delivering the County’s digital aspirations. It will consider new 
practices and the maturing service following the launch of the new Digital and 
ICT service in April 2021.

Cantium Business Solutions will utilise the CCS framework RM6100 
framework to advertise a service definition document which can be directly 



called-off by the GCC in accordance with the Direct Award process as 
outlined in the framework.

Cantium as the incumbent supplier has shown its ability to deliver a 
responsive and good quality service to GCC during the first year of the 
contract. With support from Cantium the new Digital and ICT Service was 
launched successfully, and practices are being embedded as the service 
continues to mature. Therefore, by continuing the relationship GCC will better 
lever the investment already made in this service delivery ensuring continuity 
and allowing the service time to establish. 

The plan is to award the contract for an initial term of two years with an option 
to extend for three further twelve-month periods (max. term of 5 years).  This 
is allowed for under the terms of the framework.  When considering the 
contract length, the following was considered:

- The Digital and ICT (DICT) service will mature over time, it is 
envisaged that within this two-to-five-year period the Council will 
consider the longer-term strategy for delivering this and other services; 

- This is seen as a reasonable period of time for a supplier to recoup the 
costs of implementing and running the service; 

- If the supplier meets its expected SLAs and KPIs through this 
agreement and works with the DICT service to improve customer 
delivery, there is the opportunity to extend for up to three years.

Additionally, GCC are exploring the potential for Gloucestershire Fire and 
Rescue Service to come on-board with a joint service model, and therefore 
will benefit strongly from an ESS provider who is familiar with the organisation 
and can cater to the needs of this specialist service area.



Resource 
Implications

The Estimated Value of the core support contract is approx. £1.3 million per 
annum plus an optional £300k per annum for additional support and an 
optional £7.5 million for project work over the term of the contract. For an 
initial contract term of two years with an option to extend for a further three 
one-year periods (2+1+1+1) (max. term of 5 years) the minimum core 
contract spend is £6.5 million..  This is shown in the table below:

 

Core 
Support 
Contract 

Cost
£

Additional 
Support

£

Project work
£

Maximum 
Estimated 

Value
£

1 1,300,000 300,000
2 1,300,000 300,000
3 1,300,000 300,000
4 1,300,000 300,000
5 1,300,000 300,000

The funding for 
the projects will 
come from ICT 
Growth bids for 
project related 

work. 

 
 
 
 
 

Total 6,500,000 £1,500,000 7,500,000 15,500,000

The maximum estimated value (including optional work) is £15.5m over the 
maximum 5 year term of the contract. Expenditure above the value of the 
core support contract of £6.5 million can only be approved if additional 
funding is identified. The current  ICT Revenue budget for Enterprise Support 
Service is just over £1.3 million per annum which is sufficient to fund the core 
support contract. 

Background 
Documents

ESS Contract Reprocurement Equalities Impact Assessment

Hard copies can be obtained from:
Mandy Quayle
01452 324303
Mandy.Quayle@gloucestershire.gov.uk

Statutory Authority

Divisional 
Councillor(s)

All Councillors

Officer Name:  Mandy Quayle, Director of People and Digital Services
Tel. no: 01452 (32) 4303
Email: mandy.quayle@gloucestershire.gov.uk

Timeline Planned Dates 
Cabinet Decision- January 2022
Develop ITT – December- January 2022
Procurement- February 2022 – 
Transition / Implementation – March 2022
End of current Enterprise Support Services contract – March 2022



Commence new Enterprise Support Services contract – April 2022

Background 

1. A new Digital and ICT service was launched in April 2021. This included the design 
and implementation of a new IT service model, following the expiry of the council’s 
existing outsourced IT managed services contract. The new Digital and ICT service 
includes a mixed economy of internally provisioned services and external 
outsourcing to third parties. One of these third party contracts was the Enterprise 
Support Service (ESS) contract currently provided by Cantium Business Solutions. 
This interim contract is due to expire in March 2022 with the potential for two six-
month extensions.  

2. Successfully procuring a new ESS that can respond to the County Council’s ICT and 
Digital aspirations as a maturing service area is critical, as without sufficient support, 
technology, capacity and the appropriate expertise, staff would be unable to deliver 
essential services. 

3. Having appropriate enterprise support is essential to maintain operational processes 
and efficiently solve issues experienced by staff, enable us to work more easily with 
partners in a joined-up way, and ensure excellent user experience. 

4. The requirement for a comprehensive and effective ESS Contract has been 
compounded by the increase in the number of remote workers requiring ICT support 
in the wake of the global Covid 19 pandemic; an increasing number of staff use 
laptops and other mobile technology to work from home and communicate between 
teams. As a result, the Council is even more dependent upon the provision of high-
quality enterprise support services to operate efficiently.

5. The County Council and GFRS have a productive track record of collaborative 
working, seeking ways in which to deliver better services and outcomes across the 
region. Continuing to develop this relationship and co-designing the future use of 
digital solutions, technology and information is a driver for the Council including 
GFRS specialist services. Opportunities to build service resilience through a shared 
ESS arrangement is a key example. Scoping and transition work is underway to 
identify opportunities which a blended ICT support service can offer.

Options
6. Option 1:  Joint Venture. An option for the new ESS contract was a joint venture 

arrangement where Gloucestershire County Council would establish a company to 
manage and undertake the contract for ESS, much like Kent CC have in the form of 
Cantium Business Solutions Ltd.  However, it was felt that following the very recent 
launch of the new Digital and ICT service at Gloucestershire the service was not 
mature or embedded enough to resource this approach efficiently or effectively at 
this time. It is recommended that ESS remain outsourced in the form of client/ 
supplier relationship and the medium-term proposal is to have an external supplier 
contracted to deliver these services.



7. However, the long-term view does not preclude a different approach in the future. As 
the Digital and ICT services mature over the next three to five years, it is envisaged 
that this will be reviewed as the delivery model evolves to meet the changing digital 
landscape. At this time, it is recommended that a customer/supplier relationship is 
thought to be the most appropriate scenario at the moment to ensure effective, 
accountable service delivery.

8. Option 2:  Open tender process.   Recognising that an open tender approach to 
sourcing a new supplier is usually preferred, it is important to highlight the risks and 
disbenefits considered. The most significant of which is the potential cost implication 
and disruption of a transition process to a new provider so soon after the move to the 
current provider. This would impact the newly established processes and systems 
launched as part of the new service, which at less than a year old are still settling 
into BAU. Moreover, it was felt that there is still a high volume of ongoing technical 
work to replace GCC’s aging infrastructure, the trajectory of which would be stalled 
by a further transition process.  Overall, it was felt that there would be significant risk 
and delay associated with changing supplier at this time and that this outweighed the 
potential benefits a new provider might offer.

9. Option 3:  Direct Award through CCS framework (recommended option) After 
review of available frameworks, the CCS framework RM6100 was found to be the 
most suitable.   The framework allows for a direct award of contract to a supplier 
which advertises its service definition, and that service definition meets the needs of 
the organisation.  Cantium Business Solutions have advertised their solution and in 
accordance with the Direct Award process as outlined in the framework, GCC can 
award a contract for these services. Thus, enabling GCC to continue to work with 
Cantium.

10. Cantium as the incumbent supplier has shown their ability to deliver to GCC during 
the first year of the contract. With support from Cantium the new Digital and ICT 
Service was launched successfully, and practices are being embedded as the 
service continues to mature. Therefore, by continuing the relationship GCC will 
better lever the investment already made in this service delivery ensuring continuity 
and allowing the service time to establish.

The Procurement Strategy

11. The Procurement Strategy compiled to support this decision process, explored 
several procurement routes; a number of which were discounted at an early stage as 
they were not fit for purpose, including the Joint Venture option. Two options were 
identified as appropriate: The existing framework Crown Commercial Services and 
the open process. These routes were compared:

12. Open Process: Given that GCC wish to remain in a supplier/customer delivery 
model, the open process was discounted as this would have presented an 
unnecessary diversity of delivery options whilst it simultaneously does not allow for 
negotiation to refine for requirements. (Not recommended)

13. Crown Commercial Services (CCS) frameworks: allow GCC to contract within the 
regulations and award directly to the preferred supplier.  Direct award offers a quick 



and flexible way to buy services from the TS3 framework. Direct award offers OJEU 
compliant purchasing without the need to run a further competition. Direct award will 
be suitable to meet the needs of GCC at this time – for example, the aim of the next 
three-to-five-year period for the Digital and ICT service is to mature and establish the 
processes launched in 2020. The framework describes this state as ‘simple and 
easily defined requirements’, in this scenario the reduced risk as a result of no 
disruption and no additional costs of transition outweigh any unsecured benefit 
derived from a further competition. Direct award is appropriate in this instance as 
there is a clear understanding of the services GCC require from the ESS contract 
provider.

14. Therefore, the recommendation is to award a single contract to a single supplier, in 
this instance Cantium Business Solutions Ltd... 

Risks 

15.  One of the greatest risks identified is the event of the supplier being unable to carry 
out the service, or a lack of functional service – for example the immediate cessation 
of trading due to legal proceedings. Additionally, the contractor may outsource some 
elements of their business, this can lead to a multi-supplier failure where a knock on 
effect within the service or resource supply chain is interrupted. To ensure 
operations or services can be maintained in the event of supplier failure, there will 
need to be sufficient legal and contractual mechanisms in place. Whereby sufficient 
safeguards are included within the new contract to prevent multi-supplier failure and 
lack of functional service. These mitigations will be included in the contract in the 
form of a supplier failure mitigation strategy template. This document will outline 
mitigation plans for:
- The immediate retention of the workforce or critical personnel and payment of 

staff;
- Continuity of business support systems and infrastructure (such as IT, ancillary 

services, utilities, sub-contractors; 
- The availability of key assets, including physical access to them; 
- Authority structures for the management of any interim arrangements and how to 

sustain them; and 
- Detailed costing of these contingency measures (and analysis of wider options) 

including the ability to demonstrate value for money in financial terms.

Financial implications

16. The Estimated Value of the core contract is approx. £1.3 million per annum plus an 
optional £300k per annum for additional support and an optional £7.5 million for 
project work over the term of the contract. For a term of two years with an option to 
extend for a further three one-year periods (2+1+1+1) (max. term of 5 years) the 
minimum core contract spend is £6.5 million.  This is shown in the table below:



 

Core 
Support 
Contract 

Cost
£

Additional 
Support

£

Project work
£

Maximum 
Estimated 

Value
£

1 1,300,000 300,000
2 1,300,000 300,000
3 1,300,000 300,000
4 1,300,000 300,000
5 1,300,000 300,000

The funding for 
the projects will 
come from ICT 
Growth bids for 
project related 

work. 

 
 
 
 
 

Total 6,500,000 £1,500,000 7,500,000 15,500,000

17. Current ICT Revenue budget is for Enterprise Support Services just over £1.3m. Any 
expenditure above the value of the core support contract of £6.5 million can only be 
approved if additional funding is identified. 

18. The expected core support contract value for year 1 is £1.3 million. In addition to this 
there may be optional cost fluctuations, which could amount to up to £300,000 per 
annum.  Including:

- Potential increase in the number of users supported by the contract – including 
Gloucestershire Fire and Rescue Service (GFRS), GIS assistive technology 
service. The transition and the level of resource required to support GFRS 
colleagues is not yet formally agreed

- Fluctuations in server and Cloud storage costs
- Exclusion of costs related to specific skills/programming which have transcended 

‘project status’ and should arguably be included as BAU
- Any changes to the Disaster Recovery Service
- Any changes to the Out of Hours Service

Additional funding will need to be identified before these optional services are 
commissioned. 

19. In addition to the core support contract, the maximum contract value will also 
include an optional £7,500,000 over the contract period for enterprise technology 
transformation project work to progress digital transformation. This is optional 
spend which could be awarded to the contract provider or offered to the market and 
would be subject to further decisions by either Cabinet, Cabinet Member(s) or 
Officer(s) depending on size of spend. Other project work triggered elsewhere in 
the organisation will require additional funding to pay for support. The funding for 
these projects will come from ICT Growth bids by the service area and may be 
outsourced to the ESS Supplier or another supplier as decided in any project 
planning. This is not an exclusive contract so other suppliers could be utilized for 
ICT project development if appropriate.



Climate change implications

20. It is not anticipated that this programme will have any negative climate change 
implications. For a contract of this size GCC expect a strong commitment from the 
provider that they will actively minimise their carbon footprint. Additionally, it is hoped 
that an effective Enterprise Support Service will enable more effective and efficient 
agile working, which will contribute to a reduction in travel and a reduced need to 
travel to the office to seek support and assistance with Digital and ICT issues. 

Equality implications

21. Has an Equalities Impact Assessment (EIA) been completed? Yes 

22. Cabinet Members should read and consider the Equalities Impact Assessment in 
order to satisfy themselves as decision makers that due regard has been given.

Data Protection Impact Assessment (DPIA) implications

23. IN PROGRESS: Reviewing the previous contract DPIA to assess the changes that 
may need to be made on the recommendations of IMS colleagues.

Social value implications

24. During the initial phase of optioning the procurement of a new ESS contract, 
consideration has been given to ensure the approach contributes to an improved 
economic, social and environmental state of well-being for GCC.

25. Economic – The recommended procurement route offers a permitted method to 
direct award the contract to the incumbent supplier. This negates unnecessary 
transition costs to a new, potentially unknown supplier and allows for more accurate 
forecasting of costs based on current outgoings to the supplier. This reduces some 
of the risk of the unknown costs associated with a new supplier.

26. Social – ICT is a skills shortage area across the County. The procurement 
recommendation to remain with the current provider offers the opportunity to invest 
further energy into these relationships, forging effective information and skills 
exchange including the development of apprenticeships for young people.

27. Environmental – Along with a commitment to actively reduce their carbon footprint it 
is anticipated that this ESS contract will support more effective and efficient agile 
working, which will contribute to a reduction in travel and a reduced need to travel to 
the office to seek support and assistance with Digital and ICT issues

28. It is hoped that in conducting the process of procurement via the recommended 
direct award route that this will contribute to securing the improvements outlined 
above.

29. As part of their approval to join the framework the supplier has committed to the 
Social Value priorities intrinsic to the Specification for the contract:



- Environmental Sustainability
- Energy Efficiency
- Carbon Footprint Management 
- Waste Management 
- Supplier Accessibility Responsibilities 
- Modern Slavery

Consultation feedback

N/A

Officer recommendations

30. That Cabinet approve, without further competition, the award of a call-off contract for 
the supply of Enterprise Support Services under Crown Commercial Services 
Framework RM6100 – Technology Services 3, to the preferred tenderer, namely, 
Cantium Business Solution Limited in accordance with the direct award criteria 
thereunder. The proposed call-off contract shall make provision for the supply of 
Enterprise Support Services to both the council and Gloucestershire Fire and 
Rescue Service to the extent that the Fire Service’s requirements have been agreed 
in advance with the council. Such call-off contract shall continue for an initial period 
of two years and include options to extend its term for a further period of one year 
on each of its third, fourth and fifth anniversaries. 

31. That Cabinet delegate authority to the Director of People and Digital Services in 
consultation with the Cabinet Member for Finance and Change to determine 
whether to exercise each of the options to extend the term of such call-off contract 
on its third and fourth anniversaries.

Performance management/follow-up 

32. The supplier will be managed through an on-going contract management process 
whereby regular review meetings will be held with key stakeholders across the 
organisation to ensure the supplier and buyer deliver on their respective 
responsibilities under the terms of the agreement.  

33. Further to this Key Performance Indicators and Subsidiary Performance Indicators 
will be clearly defined within the agreement which the Parties will agree shall be 
used to measure the performance of the Services by the Supplier. 

34. The Supplier shall monitor its performance against each Performance Indicator and 
shall send the Buyer a report detailing the level of service actually achieved in 
accordance with the agreement and the review meetings as decided at the time of 
service commencement.



35. Service Points, and therefore Service Credits, shall accrue for any KPI Failure and 
shall be calculated in accordance with the agreement.

36. The contract will be managed by a combination of Procurement,Finance, Supplier 
Management and Service Delivery Manager (both Service Management). Each 
would undertake BAU roles to ensure supplier performance is being regularly 
monitored and managed appropriately through the duration of the contract.


