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Time Item Speaker

12:45 Sign in and Refreshments

13:00 Welcome – Introduction Rebecca Joy Novell

13:15 Befriending Service Strategy Rebecca Joy Novell

13:30 Commissioning Intentions – targeted areas, 

challenges, outcomes

Rebecca Joy 

Novell/Saulo 

Cwerner

13:45 Procurement Strategy – Process, 

timescales, how to bid, do's and don'ts 

Barbra 

Dickason/Katie 

Snape

14:00 Break and Refreshments

14:15 Stakeholder Participation Open Discussion

15:30 Consolidate Feedback

15:45 Any other questions – Q&A

16:00 Close

Agenda



Purpose of today’s meeting

• Explain to you the reasoning and research 
behind our proposal for a Refugee Befriending 
Service

• Clearly explain our commissioning intentions 
and the outcomes we are looking for

• Get your honest feedback about the 
specification; its strengths and its challenges



Who are the Refugee Integration Team?

(Equality and Cohesion Team)

• Saulo Cwerner, Coordinator

• Ahlam Hassan, Support Officer

• Aleksandra Bardon, Health and Wellbeing

• Magdalena Massey, Employment & Enterprise

• Rebecca Joy Novell, Community Development

• Barbra Dickason, Finance and Procurement

• Interpreters



Syrian Refugee Resettlement 
Programme

• Pledges to resettle 575 refugees under the SRP(VPRS) 
and VCRS

• Four ‘Charters’ (or cohorts - large group arrivals) 
between 2016 and 2019

• Around 30-35 families arriving each year

• Family connection cases

• Project is a partnership between all LAs in Lancashire –
Steering Group



Syrian Refugee Resettlement 
Programme

• Meet and greet at the airport

• Suitable and furnished accommodation 

• Cash allowance and groceries

• Casework support (commissioned locally)

• Interpreting and translation services

• ESOL provision

• Local Integration Fund



Syrian Refugee Resettlement 
Programme

• Funding provided for 5 years

• In Lancashire, casework support is provided for 
2 years, at a reduced level in Year 2 

• Interpreting services provides to support it

• ESOL provision in repeated in Year 2

• Local Integration Fund available in Year 2 (same 
level as in Year 1)



Syrian Refugee Resettlement 
Programme

• From September 2018, LCC will implement an 
agreed Refugee Integration Strategy

• ‘Specialist’ services available mainly to Year 2-5 
families and targeted at those with greatest 
needs

• Refugee Integration Team 

– Delivery of frontline and support services

– Commissioning of services



Befriending Service Strategy

• Commissioned, topic-specific research

• Commissioning Away Day with Caseworkers 
and Refugees from across Lancashire

• Conversations with community organizations

• Conversations with individual refugees and 
families



Commissioning Away Day
Community Development

• Integration

• Cohesion

• Safety

• Environment

• Neighbourhood

• Participation



Commissioning Away Day
Lack of cultural 

understanding (of both British 

and Syrian culture)

- Understanding the cultures of the country, two-way

- Religious frame of Syrian culture

- Meeting specific cultural and religious needs

- Different cultures

- Cultural expectations

- Wrong thoughts about Syrians (ISIS)

- Understanding of British culture

Hate Crime - Hate Crime

- Brexit Impact

- Far Right, the rise

- Some Hate Crime incidents x2 young men

Safety - Houses in impoverished areas; difficult with anti-social behaviour and

drug paraphernalia

- Refugees placed in poorer areas with fewer resources

- Crime

- Nelson is a safe place but dirty

- Theft, feeling police do not do anything

- Anti-social behaviour in our community causes us to be afraid to go

to areas where there is large groups of youths



Commissioning Away Day
Integration - Integration, two-way process

- Living in a non-multicultural area is difficult for us to interact socially

- What is the best way for integration?

- Language Café to meet people from the local community

- Community cohesion and integration is good in Lancaster – lots of

opportunities for Refugees and Asylum Seekers

- Churches are very welcoming and contribute towards cohesion

- Integration and cohesion, providing good opportunities

Meeting the 

Neighbours

- Lack of opportunities to get to know your neighbours

- No one-to-one support from local British people

- Community Refugee Mentors

- Syrians are shy

- Syrians keep themselves to themselves more than other groups e.g.

VRP and Sudanese families BUT is this a problem or just a choice?



Commissioning Away Day
Dream Number of

Votes

 Participation – train Syrian refugees to monitor/quality assess projects 7

 Specific cohesion, integration and hate crime strategy and plan, bespoke for

Syrian Refugees

8

 We would like to travel to different areas of the UK and for caseworkers to be

able to visit Syria/Lebanon

6

 Community hubs – central place to meet each other and get support and

advice. More money to extend multiple activities

10

 Buddying/ Befriending Service 14

The five selected dreams were refined on the criteria of them being empowering, sustainable and

providing a legacy after the five year project is completed.



Commissioning Away Day
Buddying/ Befriending Service

• What?

The model suggested was pairing one volunteer with each family and having a specific youth work 
Befriender or encouraging colleges to train students to be ambassadors and buddy up with Syrian 
students. The Befrienders would act as a light-touch support for the families, providing signposting 
and simple advice.

Befrienders would introduce the families to the community and show them things of interest such as 
theatres, parks and social activities. It would serve a purpose of allowing refugees to develop natural 
friendships and social links over the course of a year. Celebratory activities and events could be 
organized with both the Befrienders and refugees so that the wider community have an opportunity 
to meet the refugees; friends of the Befrienders would be welcome in an attempt to informally 
integrate the refugees in a safe way.

Volunteer Befrienders must be adequately trained, supervised, monitored and be DBS checked. 
Expectations of volunteers and Service Users must be managed from the start to discourage 
dependency and to ensure boundaries and roles are clear. 



Commissioning Away Day
• Who?

It is important not to reinvent what already exists. In the first instance, families with young children 
should be referred to Home Start for a family Buddy. A mapping exercise should be conducted first 
in each locality to see what services currently exist.

Ideally volunteers should be sourced from professional backgrounds so that their skills can be 
brought to the Syrian Refugee community. There was a clear preference for 'local' volunteers rather 
than Syrian Refugees who had been through the process as it was felt that the indigenous British 
people could offer more education about cultural practices.

• Where?

The befriending service could be commissioned locally or there could be a county-wide in-house 
Befriending service. Volunteers could provide face to face support or be available via WhatsApp, 
Facebook or over the phone.

• When?

The befriending service was the project that most groups identified as their top priority and they 
hoped it would start immediately. The support should be time-limited and reviewed either every six 
months or annually.



Community Integration 
Research

Community Integration Assessment 

Story of

Window on 

Tool Kit for

Community Integration

October 2018

Dr Caroline Blunt

School of Humanities & Social Sciences, UCLan

• The approach taken to the community integration needs assessment can be 
described as semi-structured, qualitative, with participatory elements 

• 94 refugees over the age of 18 (42 women, 52 men) participated in Focus Groups and 
Interviews 

• Focus Groups and interviews proceeded through 3 main themes and an A-C-B 
problem solving approach: A – Life now, B – Aspirations/ hopes for future community 
integration, c - Needs/ how to achieve that community integration.



Community Integration 
Research

Social Bridges: to do with relationships between refugees and host society/ community. 
Early understanding of this used a race-relations framework whereas more recent work 
uses the language of social inclusion. It is about avoiding exclusion, polarisation through 
participation, mixing, involvement, friendliness. 

Refugees expressed that in order to feel/ be integrated they would have achieved/ have / 
feel /be / would … 

Have independence/ control 

‘normal life’ 

Be part of UK society 

Give back to society 

Well-being 

Stability/ Safety 



Community Integration 
Research

Refugees identified 27 needs, some general and many overlapping 

General needs were: Help with moving on; empowerment, responsibility, support to feel 
brave and positive; to be listened to, cared for, understood and allowed to criticise, to 
understand integration expectations: with what and how?; to be/ feel welcomed 

Specific needs were: language acquisition support; guidance, facilitation, courses; CW 
and potential changes to their approach; good neighbours; as parents, for children; help 
finding jobs; activities that emphasise education over entertainment; new/ more people 
involved/ volunteers; help moving area; voluntary work; opportunities for social 
interaction/ groups; help to maintain culture; support with cultural adaptation; moving 
house help; financial support; help with family reunion; interpreters; and support with 
mobility.



Good neighbours 

• neighbours help more than language 
classes 

• sympathetic, supportive neighbours 

• ‘one person can make a lot of difference, 
we need more people to support us …’ 



Commissioning Intentions

Aims and Objectives:

• To promote the independence, integration and wellbeing of 
refugees;

• Increase resilience in refugee families/communities and reduce 
their dependence on mainstream services;

• Develop sustainable relationships between refugees and the 
local community;

• Increase awareness of refugee issues in local communities;

• Help refugees understand and adapt to life in the UK and British 
culture.



Commissioning Intentions
Scope of the Service:

• The Service will create structured befriending 
relationships between refugees and established 
members of the community;

• Befrienders will be volunteers;

• Befriending relationships will be time-limited (six 
months initially + six months after review);

• Each relationship will be based on the specific needs of 
the Befriendee and assets and characteristics of the 
Befriender.



Commissioning Intentions

Avoiding duplication:

• The Service will complement other Programme 
services, including casework support and ESOL 
provision. 

• The Befriending Service Provider will be fully 
briefed about other Programme Services.



Commissioning Intentions

Flexibility:

The general befriending model to be used in the 
Service will be one-to-one, face-to-face 
befriending;

The Provider may wish to propose activities based 
on alternative models, such as telephone or group 
befriending (evidence of added value).



Commissioning Intentions
Basic Service Requirements:
• Recruitment System for Befrienders – members of relevant local 

social networks;

• Recruitment System for Befriendees – Arabic provision, 
engagement of other services for referral;

• Tools for ensuring high retention rates;

• Develop an effective matching protocol;

• Monitoring, recording and regular supervision;

• 2 hours of face-to-face contact per week;

• Bespoke Befriending plans.



Commissioning Intentions

• The Provider shall endeavour to avoid pairing the same 
Befriender with more than one Befriendee. No 
Befriender will be paired with more than two people.

• The befriending relationship will aim to achieve at least 
six ‘participation events’ during the first six months.



Commissioning Intentions

Staffing Structure:

• A workforce that is sufficient in size and skills to 
adequately provide the Service;

• The available funding must include any costs of 
interpretation and translation services incurred 
by the Service. It is recommended that some 
staff should have appropriate linguistic skills.



Commissioning Intentions
Priority will be given to refugees who are experiencing one or more of the 
following:

• Social isolation;

• Social exclusion/deprivation;

• Mental/physical health problems;

• Loneliness;

• Culture shock;

• Disability or mobility issues;

• A problem that may become a crisis;

• Hate Crime/Community safety issues;

• Difficulty integrating due to childcare commitments;

• Family problems/Domestic Violence/Separation



Commissioning Intentions
Monitoring Criteria and KPIs:

• Provide Quarterly feedback reports – successes, challenges, case studies, quantitative 
information, activities promoting sustainability and legacy.

• The following Key Performance Indicators apply to the Service (these figures represent the 
minimum requirements, unless otherwise stated):

• Number of befriending relationships::

– 1st year – 75 (or 25 relationships started per quarter, beginning in the second quarter)

– 2nd year and subsequent year – 100 per year (or 25 per quarter)

• Number of contact hours (face to face)

– 1st year – 5,850 hours (1,950 per quarter, beginning in the second quarter)

– 2nd year and subsequent year – 7,800 hours per year (1,950 per quarter)

• Number of 'participation events'

– 1st year – 450 (150 per quarter, beginning in the second quarter)

– 2nd year and subsequent years – 600 per year (150 per quarter)

• Customer (Befriendee) satisfaction survey (annual)

– 90% of customers satisfied with the Service

• Maximum rate of relationship discontinuations (less than 6 months) – 10%



Commissioning Intentions

The contract will commence in the summer or autumn of 2019 and 
last initially for 24 months (subject to satisfactory performance). 

The contract may be extended by up to another 24 months. 

The maximum annual value available under this contract will be 
£120,000 a year (with the possible maximum total value of the 
contract, including extension, being £480,000).



Commissioning Intentions

The Provider shall describe the steps that it will take to ensure that the Service 
leaves a legacy beyond the duration of the contract, e.g.:

• Fundraising activities in order to secure funding to continue delivering similar 
services in the future.

• Information sharing with, and training of, local communities and refugees, so 
they can initiate similar services in the future.

• Plans to publicise the Service and its successes in order to inspire others to 
work towards achieving the same aims as the Service.

These steps will be monitored for the duration of the contract, to ensure that the 
Service Provider delivers the Service in the best sustainable way possible.



Procurement Strategy

Procurement process, timescales and guidance

Barbra Dickason

19/03/2019



Procurement Contacts

Barbra.Dickason@Lancashire.gov.uk

Finance & Procurement Officer (Resettlement Programme)

Katie.Snape@Lancashire.gov.uk

Procurement Category Manager (Care Services)

mailto:Barbra.Dickason@Lancashire.gov.uk
mailto:Katie.Snape@Lancashire.gov.uk


Introduction
The purpose of this Procurement briefing is to support you through the
potential tender process, implement fairness and transparency and create
an open networking opportunity for all.

The Council reserves the right to amend what is set out today and any
procurement process will be conducted only in accordance with the
procurement documents that are published.



Part 1: Applicable Legislation 

EU Directives (Public Sector Procurement Directive 2014/24/EU)

UK Legislation (Public Contracts Regulations 2015 SI 2015/102)

• The Council is required by law to tender services at 
regular intervals to encourage competition and 
value for money.



Next Stages: Procurement Process
1 Procurement Planning 

2
Publication of the Tender
Selection Criteria, Award and Price Criteria, Specification and additional 
requirements will be explained in the documents

3 Tender Evaluation and Award of Contracts

4 Mobilisation / Setting up Period



Indicative Dates
Invitation to Tender (Selection & Award) issue date Apr/May 2019

Tender Return Deadline May/June 2019

Tender Evaluation June/July 2019

Award of Contract Aug/Sept 2019

New Service to Commence Sept/Oct 2019

These dates are an approximate guide only and are subject to change at the Authority's
sole discretion. Any significant changes to the procurement timetable during the tender process shall
be notified to all Tenderers as soon as practicable. Changes to these dates will be notified to
Tenderers via the means of the online discussions function within the e-Tendering system when the
tender is live. Dates communicated to Tenderers via these means take precedent over the dates listed
in the above table.



Evaluation Criteria

Evaluation Criteria (Selection and Award)

Selection criteria 
Pass/Fail

• Selection – Business Standing, Financial Standing, Technical and Professional 
ability

– Demonstrate you meet minimum requirements

Award Criteria

• Award Stage Questions

– Demonstrate how you will deliver the requirements.

• A cross-cutting panel of experts assess responses and give scores.

• A scoring matrix will be used to assess answers.



General Information

• The Council intends to award one Contract to cover
delivery of Service across Lancashire.

• Contract is intended to be for two years with an
option to extend for a further two years



Bidding Model

What is your Organisation’s strategy?

• Are you considering to bid alone (as a single provider)?

• Are you considering to form a consortium?

• Are you considering/reliant on a subcontracting arrangement?

Tenderers will be required to include information about the 
bidding model within the selection criteria questionnaire 



LCC’s Consortium Exchange 
Lancashire County Council would like to make it easier for suppliers to form consortia with a view to 
bidding on any tender process.

What is the Consortium Exchange?

• An open on-line directory for like-minded organisations to share their contact details.

• The opportunity to work together is available to suppliers of any size and any type including
SMEs, large business, voluntary, faith, third sector or social enterprise.

• To have your details added, just reply to us at the email below with the following details:

– Your organisation's full name; contact person, phone number, email and address.

– Your sector of work and a description of the opportunities you might be interested in.

• Your details will be published on LCC’s website, and you can remove them at any time by
contacting us at the following email address:

– consortiumexchange@lancashire.gov.uk

Please note: use of the Consortium Exchange is optional, LCC does not endorse any 
particular bidding model. How you bid is your choice.

mailto:consortiumexchange@lancashire.gov.uk


Hints and tips – Do
• Read the entire tender documentation. 

• Read all clarification responses - the system will allow Tenderers to resubmit 
their bids before the deadline.

• Dedicate time to write your submission and use the expertise within  your 
organisation, it is advisable to have someone else check through before 
submitting.

• Address the exact requirements of the contract – specification, evaluation 
criteria and weighting, and the question specific guidance on what tenderers are 
expected to include.

• Give correct information in the format requested. (found in the Award Criteria 
Questionnaire)

• Demonstrate skill and capacity.

• Demonstrate your strengths and advantages.



Hints and tips –

Don’t
• Miss deadlines – we cannot accept late submissions  - Start early.

• Canvass Council staff – this could lead to exclusion of your bid.

• Assume, leave gaps or give ambiguous information – we can only assess the 

information or responses provided.

• Promise what you can’t deliver – responses to Tender form part of the final 

contract.

• Use generic and stock responses – show that you are addressing the contract 

requirements.

• Insert marketing material unless instructed.

• Exceed the word/character counts provided- any information submitted which 

exceeds the word/character count will not be considered at evaluation stage.



Part 2: Oracle ISupplier 
Portal

Register on the Oracle iSupplier e-Tendering system at the earliest opportunity.

Go on www.lancashire.gov.uk and search for “Oracle”. Takes you to straight to

registration page.

For technical support issues and for support with registering on Oracle iSupplier,

dial - 01772 534966 (option 2).

For written guidance on using the system, including finding tenders and how to 

submit your tender to us, you can use the quick guides 

(http://www3.lancashire.gov.uk/corporate/web/?siteid=6864&pageid=41143) .  

Use “on-line discussions” feature within Oracle iSupplier for clarifications on the

tender content or questions about the service. Please do not email officers

directly. This is to ensure transparency.

Remember to check online discussions facility regularly throughout the tender

process. Bidders’ clarification questions will be published along with responses

from Lancashire County Council.

http://www.lancashire.gov.uk/
http://www3.lancashire.gov.uk/corporate/web/?siteid=6864&pageid=41143


Finding New Opportunities

https://www.lancashire.gov.uk/business/tenders-and-procurement/

• All of our council tenders are
advertised on the Council’s
tendering portal
and on Contracts Finder

• To access the Supplier Portal
to view tender documents and
respond to active tenders you
must register.

• It is free to register.

https://www.lancashire.gov.uk/business/tenders-and-procurement/


Your Oracle Self 
Service

It is important to keep your Oracle record up to date. This minimises the 
risk of missing any email notifications or delaying payments. This can be 
done via iSupplier using the admin section or by contacting the iSupplier 
Support Team.

The most important information to update is:

• Email address (user account).

• Banking details.

• Contact telephone number.



Clarifications

• Clarifications also known as ‘Online Discussions’ within the system are 
queries submitted by Tenderers regarding the tender

• All clarifications must be sent via the online discussions function, any 
clarifications sent outside of the system will be redirected to the portal

• The Authority will respond via an online discussion which will be available for 
all Tenderers to view for transparency.

• Tenderers will receive a notification via the system when a new online 
discussion is published by the Authority. 



RFQ Amendments
Request for Quote

• Amendments are made to the RFQ when The Authority make any changes to the tender. 
For example if new or updated documents are uploaded an amendment will be made on the 
system.

• Tenderers will receive a notification via the system when an amendment is made and the 
system will identify the changes.

• The new RFQ will have a comma followed by a version number for example: RFQ 
15144481,2.

• Tenderers must submit new clarifications to the most recent RFQ version and if you have 
already submitted a bid to a previous version it must be resubmitted to the new version.

• All previous clarification responses will be attached via an online discussion to the newest 
amendment. 



Any Questions?



Break and Refreshments

15 minutes



Stakeholder Participation



1. What requirements do you think need to be in 

place for a befriending service for refugees to work 

effectively?



2. Do you think it is feasible to have one 
organization covering the whole of Lancashire? If 
not, what alternative model would work best?



3. Do you think the service will have the 

capacity to meet the proposed numbers of 

‘critical friendships’ under the suggested 

structure? 



4. What are your views on the proposed 

approach?

a) Please identify the positive aspects.

b) Are there any aspects in the service 

specification which may negatively affect the 

planning and delivery of the service?



5. Is there anything in the service specification 

that would prevent your organization from 

bidding for the contract?



6. Do you have any further suggestions about how 
the service can support the most vulnerable and 
isolated individuals?



Feedback Consolidation

What the next steps will be.



Any other questions?



Thank you for coming!


