
 
 
 

 

OFFICIAL 

Procurement of Telephony Support and Maintenance 
 

 

REPORT TO; Madeline Hoskin, Assistant Director, Technology 

 
DECISION DATE: 8th January 2026 
 
SUPPORTING ANNEX; This report includes a supporting Annex which contains exempt 
information as described in paragraphs 1, 3 and 5 of Part 1 of Schedule 12A to the Local 
Government Act 1972 (as amended). 
 

PROPOSED RECOMMENDATION  
 
It is recommended that the Authority proceed with a direct award via PCR2015 Framework 
call off from Crown Commercial Services RM6116 Framework Lot 4b - Digital 
Communication Services (UC) in order to procure continued support and maintenance of 
the NYC telephony solution.  
 
The proposed contract duration is: 

• Initial term: 3 years with option to extend for a further two 12 months terms 
 
The estimated whole life cost is £1,138,527 
 
This approach represents best value for the Authority as meets the current and future 
requirements of the Authority at an equivalent price or less to other options. 
 
 

BACKGROUND TO SUPPORT THE RECOMMENDATION  
 

The current telephony solution was designed for a much higher number of users and 
handsets than are now required since the largescale adoption of Teams so a smaller solution 
can be put in place that retains existing functionality and reuses existing handsets where 
these are still required by services. 
 
Part of the existing telephone system capability will be replaced by the Customer Centre as 
a Service (CCaaS) project which is a very complex programme of work that will be ongoing at 
the same time and will require integration into the telephone system. 
 
As part of the process, a market engagement was carried out with alternative suppliers with 
a preferred solution recommend to the solutions review board, which was approved. 

 

 
LEGAL AND GOVERNANCE COMPLIANCE  
 
As per the Council’s Procurement and Contract Procedure Rules, Rule 88. TENDER PROCESS    
COMPETITIVE TENDERING PROCEDURES: 
 8.1 Where the estimated value of the Contract meets or exceeds the relevant Threshold 
Amounts (see Rule 8.2), Tenders must be invited and awarded in accordance with the 
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competitive tendering procedures of the PA2023 which are: a) A single-stage tendering 
procedure without a restriction on who can submit tenders (an “Open procedure”), or b) 
Such other competitive tendering procedure as the Council considers appropriate for the 
purpose of awarding the contract (a “competitive flexible procedure”)A director does not 
need to follow the Competitive Tendering Process above where rule 8.17 applies: 
 
EXCEPTIONS TO THE TENDER PROCESS 
 8.17 The Tender process does not need to be followed in the following circumstances: a) 
purchases via a public contract or dynamic market which has been established either by the 
Council or by other public sector body or consortia (including, but not limited to Centralised 
Procurement Authorities) and where such arrangements are lawfully accessible to the 
Council; or b) where Section 41 (Direct Award in special cases), Section 42 (Direct award to 
project life, etc) 
The contract will be awarded via PCR2015 Framework call off from Crown Commercial 
Services RM6116 Framework Lot 4b - Digital Communication Services (UC). This is a 
compliant route to market (being a public contract) and complies with the Public Contract 
Regulations 2015.  
 
Notices: Network Services 3 Award Notice for Lot 1a, Lot 1b, Lot 2a, Lot 3a, Lot 3b, Lot 4a, Lot 4b, 
Lot 4c, Lot 4d and Lot 4e - Contracts Finder 

 
 
RECOMMENDATION 
 
It is recommended that the Authority proceed with a direct award via PCR2015 Framework, 

by undertaking a call off from Crown Commercial Services RM6116 Framework Lot 4b - Digital 

Communication Services (UC) in order to procure a telephony support and maintenance 

solution.  

 
The proposed contract duration is: 

• Initial term: 1 April 2025 – 31 March 2028 with the option to extend for another two 
12-month terms 

 
The estimated whole life cost is estimated £1,138,527 
 
This approach represents best value for the Authority as meets the current and likely future 
requirements of the Authority and allows for integration with the Customer Services 
platform and other business services across the authority.   
 
 
 

https://www.contractsfinder.service.gov.uk/Notice/e09282f8-bb6a-46e9-bc51-72ca15fe1848
https://www.contractsfinder.service.gov.uk/Notice/e09282f8-bb6a-46e9-bc51-72ca15fe1848

