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Request for Information (RFI)
Supplier Response Template
Completion instructions
Please see the supporting Information for Suppliers document. Please answer within the template and do not alter the question numbering or table structure.
	Ref
	Completion rule

	G1
	Enter an X in either the Yes or No column for each confirmation question.

	G2
	Where you answer Yes, no further narrative is required unless the question specifically asks for evidence.

	G3
	Where you answer No, the final column may be used to describe the exception or an alternative approach. 

	G4
	Word limits are maximums. Shorter answers are encouraged where they fully answer the question.

	G5
	Do not attach generic brochures or marketing material. Relevant public links may be included in the response field.



A response that cannot meet an individual requirement will not automatically be excluded at RFI stage. Avma is seeking an honest understanding of current capability, dependencies and alternatives. All costs should exclude VAT and be stated in pounds sterling unless clearly indicated otherwise.
1. Supplier details
	1.1 Supplier legal name
	Enter response

	1.2 Trading name (if different)
	Enter response or N/A

	1.3 Company/charity number
	Enter response

	1.4 Registered address
	Enter response

	1.5 Website
	Enter response

	1.6 Lead contact
	Name, role, email and telephone

	1.7 Delivery partners/subcontractors
	List names and roles, or N/A

	1.8 Response validity period
	State number of days; minimum requested: 90

	1.9 Supplier overview and relevant experience
	Maximum 100 words; focus on charities, advice services, contact centres or sensitive and distressed users



2. Proposed solution and scope
	Ref
	Confirmation
	Yes
	No
	If No: exception or alternative (max 50 words)

	2.1
	Does the proposed solution address at least one of the outcomes in the RFI information pack?
	
	
	

	2.2
	Is the proposed solution available and in live use today?
	
	
	

	2.3
	Can Avma adopt the solution in modules or phases?
	
	
	

	2.4
	Can the proposed solution be configured without creating a wholly bespoke product?
	
	
	



	2.5 Summarise the proposed solution, the problems and outcomes it addresses, what is included or excluded, and whether it requires additional Avma personnel (maximum 500 words)

	Supplier response:



	Service area/capability
	Included
	Not included
	Brief qualification (max 30 words)

	Helpline and call handling
	
	
	

	Written Advice and Information
	
	
	

	Website, digital self-help and online forms
	
	
	

	Inquest Support interfaces
	
	
	

	Microsoft Dynamics 365 integration/workflow
	
	
	

	Reporting, analytics and outcome monitoring
	
	
	

	Feedback, recontact consent and post-service outcomes
	
	
	



	2.6 If you recommend a materially different approach, describe it and why it would better meet Avma's outcomes (maximum 100 words)

	Supplier response:



3. Functional capability
Confirm whether each capability is available within the proposed solution. The final column can be used for short evidence reference, dependency or alternative; do not repeat product descriptions.
	Ref
	Confirmation
	Yes
	No
	Optional qualification; evidence, dependency, alternative (max 30 words)

	3.1
	Call distribution and routing, including management of demand when advisers are occupied.
	
	
	

	3.2
	Virtual waiting, scheduled callback or web-enabled callback options.
	
	
	

	3.3
	Volunteer availability, rota or workforce-management support.
	
	
	

	3.4
	Secure browser-based access suitable for volunteers using their own devices and restricted permissions.
	
	
	

	3.5
	Automated creation or updating of Dynamics records from call-handling activity.
	
	
	

	3.6
	Call transcription, structured notes or summaries with human review before use.
	
	
	

	3.7
	Digital intake, save-and-return, document upload and form-completeness support.
	
	
	

	3.8
	Support for navigating lengthy submissions and identifying missing or potentially relevant information.
	
	
	

	3.9
	Approved knowledge, templates or guided signposting for consistent staff and volunteer use.
	
	
	

	3.10
	Workflow, tasks, caseload, service standards, exceptions, escalation and safeguarding alerts.
	
	
	

	3.11
	Dashboards distinguishing calls, callers, cases, access, waiting, callbacks, workload and outcomes.
	
	
	

	3.12
	Lawful capture of communication preferences and consent to be contacted again for feedback or other work.
	
	
	

	3.13
	Proportionate tracking of the service user's journey and outcomes after Avma's involvement.
	
	
	

	3.14
	Export of Avma data in open, commonly used formats without supplier intervention.
	
	
	



4. Indicative scenarios
Confirm whether the proposed solution can support each scenario. If Yes, provide only a short feature or evidence reference; if No, option to describe the closest alternative. Maximum 30 words per row.
	Ref
	Confirmation
	Yes
	No
	If No: alternative (max 30 words)

	4.1
	A distressed first-time caller contacts Avma when all advisers are occupied and receives a clear, safe route without repeated unsuccessful calls.
	
	
	

	4.2
	A returning caller or client is routed appropriately without unnecessary repeated disclosure, subject to identity and consent controls.
	
	
	

	4.3
	A volunteer using a browser receives a call, accesses only necessary information and creates an accurate record for staff follow-up.
	
	
	

	4.4
	A person who cannot use the standard telephone or online journey is offered an accessible reasonable alternative.
	
	
	

	4.5
	Staff review a lengthy form and documents and identify completeness, urgency and the correct route with human judgement retained.
	
	
	

	4.6
	A manager reviews demand, unsuccessful contact, workload, quality, equality and outcomes without manually reconciling datasets.
	
	
	



5. Service users, accessibility and safeguarding
	Ref
	Confirmation
	Yes
	No
	If No: exception or alternative (max 30 words)

	5.1
	Can the solution retain telephone and non-digital routes alongside digital options?
	
	
	

	5.2
	Can user-facing components support recognised web accessibility standards?
	
	
	

	5.3
	Can the solution support screen readers, keyboard navigation, text resizing and high-contrast presentation where applicable?
	
	
	

	5.4
	Can Avma configure alternative contact and reasonable-adjustment routes without supplier development?
	
	
	

	5.5
	Can the solution identify at the outset whether a service adaptation is needed and record what help is required?
	
	
	

	5.6
	Can urgent-risk or safeguarding indicators be visible, auditable and escalated promptly to a human?
	
	
	

	5.7
	Can public wording and automated messages be controlled by Avma to protect service boundaries and avoid false expectations?
	
	
	

	5.8
	Will accessibility be included in implementation testing with representative users?
	
	
	



	5.9 Describe the proposed approach to compassionate, trauma-aware and accessible design, including standards and testing evidence (maximum 200 words)

	Supplier response:



6. Artificial intelligence and human oversight
	Ref
	Confirmation
	Yes
	No
	If No: exception or alternative (max 30 words)

	6.1
	Does the proposed solution include any AI-assisted functionality? If No, proceed to Section 7.
	
	
	

	6.2
	Can Avma disable individual AI functions without losing unrelated core capability?
	
	
	

	6.3
	Will all personalised legal, clinical, eligibility and safeguarding decisions remain under human control?
	
	
	

	6.4
	Can AI-generated notes, summaries or drafts be reviewed and amended before they are saved or sent?
	
	
	

	6.5
	Are prompts, outputs, model versions and human approvals auditable?
	
	
	

	6.6
	Can Avma data be contractually excluded from model training or improvement?
	
	
	

	6.7
	Can the supplier identify all models, subprocessors and data locations used by each AI function?
	
	
	

	6.8
	Are accuracy, bias, harmful-output and model-change controls documented and monitored?
	
	
	

	6.9
	Can Avma configure how service users and staff are informed when AI is used?
	
	
	



	6.10 If AI is included, please describe and/or provide an architecture diagram to set out  the use cases, models, data flows, human-review workflow and principal limitations (maximum 300 words)

	Supplier response:



7. Technical architecture and integration
	Environment/component
	Can integrate
	Cannot integrate
	NA
	If yes; method and dependency (max 30 words)

	Microsoft Dynamics 365 CRM and portal
	
	
	
	

	WordPress website
	
	
	
	

	Current cloud call-handling and voice environment
	
	
	
	

	Microsoft 365, including Outlook, Teams, SharePoint and OneDrive
	
	
	
	

	Microsoft identity and multi-factor authentication
	
	
	
	

	Browser access on volunteer-owned devices
	
	
	
	



	7.1 Describe the architecture, hosting model, principal data flows and integration approach (maximum 300 words)

	Supplier response:



	7.2 Identify information, licences, APIs, configuration or technical decisions required from Avma before implementation (maximum 100 words)

	Supplier response:



8. Data protection, confidentiality and cybersecurity
	Ref
	Confirmation
	Yes
	No
	If No: exception or alternative (max 30 words)

	8.1
	Can the supplier enter into a data-processing agreement compliant with UK GDPR and the Data Protection Act 2018?
	
	
	

	8.2
	Is personal data encrypted in transit and at rest?
	
	
	

	8.3
	Are role-based access, least privilege and multi-factor authentication supported?
	
	
	

	8.4
	Are user, administrator and data-access actions logged and available to Avma?
	
	
	

	8.5
	Can Avma configure and evidence retention and deletion by data type?
	
	
	

	8.6
	Are backup, recovery and disaster-recovery arrangements tested at least annually?
	
	
	

	8.7
	Is there a documented security-incident process with contractual notification times?
	
	
	

	8.8
	Are vulnerability management, security patching and independent penetration testing documented?
	
	
	

	8.9
	Will all subprocessors and material changes be disclosed to Avma?
	
	
	

	8.10
	Can all Avma data be returned and securely deleted at contract end?
	
	
	

	8.11
	Can the supplier support a data protection impact assessment and privacy-notice updates?
	
	
	

	8.12
	Can call recording, transcription and monitoring be configured to Avma's approved consent and retention rules?
	
	
	



	8.13 Hosting and data-residency locations
	List countries/regions; maximum 50 words

	8.14 Relevant current certifications/assurance
	List certification, scope and expiry; maximum 75 words

	8.15 Principal subprocessors
	List name, purpose and data location; maximum 100 words

	8.16 Security or privacy exceptions
	List any material exception not already identified; maximum 100 words



9. Implementation and service management
	9.1 Describe the recommended implementation approach, including discovery, configuration, integration, testing, migration, pilot/phasing, training and change support (maximum 250 words)

	Supplier response:



	Phase
	Indicative duration
	Key output/milestone
	Avma dependency

	Discovery/design
	
	
	

	Configuration/integration
	
	
	

	Testing/training
	
	
	

	Pilot/go-live
	
	
	

	Stabilisation/benefits review
	
	
	



	9.2 Identify the staff, volunteer, technical and governance input Avma would need to provide during implementation and ongoing operation (maximum 200 words)

	Supplier response:



	Ref
	Confirmation
	Yes
	No
	If No: exception or alternative (max 30 words)

	9.3
	Is a named implementation lead included?
	
	
	

	9.4
	Is administrator and end-user training included?
	
	
	

	9.5
	Is post-go-live stabilisation support included?
	
	
	

	9.6
	Are service levels, support hours and escalation routes contractually available?
	
	
	

	9.7
	Are planned maintenance and material roadmap changes notified in advance?
	
	
	

	9.8
	Are business continuity and disaster recovery tested and reported?
	
	
	

	9.9
	Can the solution scale to support increased demand, users, channels or opening hours without replacement?
	
	
	

	9.10
	Are exit support and data portability included?
	
	
	



	9.11 Summarise the proposed ongoing support model and standard service levels including length of ELS period  (maximum 100 words)

	Supplier response:



10. Evidence, benefits and references
	Ref
	Confirmation
	Yes
	No
	If No: exception or alternative (max 30 words)

	10.1
	Has the proposed solution been implemented in a comparable charity, advice service, contact centre or sensitive-user setting?
	
	
	

	10.2
	Can the supplier evidence measurable benefits from at least one comparable implementation?
	
	
	

	10.3
	Can Avma contact the references provided below?
	
	
	



	10.4 Case study 1: context, solution, implementation scale and measurable outcomes (maximum 150 words)

	Supplier response:



	10.5 Case study 2 (optional): context, solution, implementation scale and measurable outcomes (maximum 150 words)

	Supplier response:



	Customer
	Contact name/role
	Email/telephone
	Permission confirmed?

	Reference 1
	
	
	

	Reference 2 (optional)
	
	
	



11. Indicative costs and commercial model
	Ref
	Confirmation
	Yes
	No
	If No: exception or alternative (max 30 words)

	11.1
	Can at least one meaningful option be delivered within the indicative £100,000 excluding VAT implementation envelope described in the RFI?
	
	
	

	11.2
	Are all mandatory implementation costs included below?
	
	
	

	11.3
	Are all recurring licence, usage, support and upgrade costs included below?
	
	
	

	11.4
	Can Avma purchase the solution in modules or phases without committing to the full scope?
	
	
	

	11.5
	Will Avma retain access to and ownership/control of its data throughout the contract and at exit?
	
	
	



	Cost item
	One-off cost
	Annual recurring
	Usage/volume basis
	Included assumptions

	Discovery/design
	£
	£
	
	

	Configuration
	£
	£
	
	

	Integration
	£
	£
	
	

	Migration
	£
	£
	
	

	Licences/subscriptions
	£
	£
	
	

	Training/change support
	£
	£
	
	

	Support/maintenance
	£
	£
	
	

	AI/transcription/usage
	£
	£
	
	

	Optional modules
	£
	£
	
	

	Other
	£
	£
	
	

	Total
	£
	£
	
	



	11.6 Minimum contract term
	Enter years/months or none

	11.7 Minimum users/volumes
	Enter details or none

	11.8 Inflation/indexation
	Enter basis and timing or none

	11.9 Price validity
	Enter date or number of days



	11.10 State pricing assumptions and exclusions, and summarise the modular options and outcomes deliverable at different investment levels (maximum 200 words)

	Supplier response:



12. Risks, pilot options and declarations
	Risk/dependency
	Potential impact
	Mitigation
	Avma action required

	1
	
	
	

	2
	
	
	

	3
	
	
	

	4
	
	
	

	5
	
	
	



	Ref
	Confirmation
	Yes
	No
	If No: exception or alternative (max 30 words)

	12.1
	Can the supplier offer a demonstration using Avma's scenarios?
	
	
	

	12.2
	Can the supplier offer a time-limited proof of concept or pilot?
	
	
	

	12.3
	Can pilot data be returned or deleted without requiring a full contract?
	
	
	



	12.4 Describe the recommended demonstration, proof of concept or pilot, including duration, cost and success criteria (maximum 150 words)

	Supplier response:



Supplier declarations
	Ref
	Confirmation
	Yes
	No
	If No: exception or alternative (max 30 words)

	12.5
	We confirm that the information in this response is accurate to the best of our knowledge and clearly distinguishes current from planned capability.
	
	
	

	12.6
	We acknowledge that this RFI is non-binding and that Avma may decide not to proceed or may change its requirements.
	
	
	

	12.7
	We have identified all material assumptions, dependencies, limitations and exclusions in this response.
	
	
	

	12.8
	We have identified any actual or potential conflict of interest in the final column, or confirmed that none is known.
	
	
	

	12.9
	We have clearly marked only information that is genuinely commercially confidential and explained the basis where relevant.
	
	
	

	12.10
	We consent to Avma and White Tail Consulting reviewing and analysing this response for the purposes of the RFI.
	
	
	



	Authorised signatory
	Name and role

	Signature
	Insert signature or type name

	Date
	DD/MM/YYYY
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