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Introduction 

ESPO’s framework agreement offers all social care providers and UK public bodies a simple and 
effective route to purchasing electronic homecare monitoring solutions. 

The framework is essentially a select list of suppliers, all with a proven track record of delivering 
homecare monitoring solutions, from whom local authorities, health trusts and other care 
commissioning bodies may purchase solutions quickly and simply.  The framework is also 
available to independent sector homecare providers where they are delivering services to clients 
referred by public bodies. 

The framework has been advertised and established in full compliance with public procurement 
legislation.  Therefore, by using the framework, customers are exempt from having to undertake 
any further advertising, supplier assessment or adherence to lengthy EU procurement procedures.  
So procurement costs and timescales are minimised. 

Establishment of the framework was sponsored by the Department of Health's Care Services 
Efficiency Delivery Programme (CSED), and strongly supported by both the Office of 
Government Commerce (OGC) Markets and Collaborative Procurement Directorate, and by the 
former Regional Centres of Excellence.  External expertise was engaged to advise the project, and 
input invited from local authorities with experience of implementing or planning electronic 
monitoring of homecare services. 

About ESPO ... 

ESPO – the Eastern Shires Purchasing Organisation – is a local authority owned purchasing and 
distribution consortium.  Although based in the English Midlands, we operate nationally, and many of the 
framework agreements which we arrange are available for use throughout the UK (including Northern 
Ireland).  As a public sector body, we operate on a cost-recovery, not for profit basis, and you will not be 
charged any fees for accessing this framework. 

If you require any further information about ESPO, or have specific queries about this framework, please 
do not hesitate to contact us – our contact details, including our website, are as follows: 

Steve Burton, Group Buyer (Commissioning and Strategic Procurement) 
Tel: 0116 265 7857   E-mail:  s.burton@espo.org 

Or 
Richard Skelton, Senior Buyer (Commissioning and Strategic Procurement) 
Tel: 0116 294 4010   E-mail:  r.skelton@espo.org  

Alternatively, please write to us at the following address: 

Eastern Shires Purchasing Organisation 
Barnsdale Way, Grove Park, Enderby, Leicester LE19 1ES 

Or visit our website:  www.espo.org 
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The ESPO Framework Agreement 

Benefits at a glance: 

·  Quick and simple – no need to run a full EU tender process 

·  Access to a choice of suppliers and solutions 

·  Pre-agreed terms and safeguards underpin all contracts placed under the framework 

·  Professional procurement support always on hand from ESPO 

·  Benefits lead to improved reliability and quality of service, with more accountability 
and flexibility for service users. 

·  Your feedback is always welcome – if you have any comments about this User Guide, or 
are willing to share your experiences of implementing electronic monitoring (including any 
estimates of savings achieved), then we would really like to hear from you!  Our contact 
details are shown opposite. 

Where the ESPO framework fits into the process 

Clearly, implementing an electronic monitoring project is a significant undertaking, of which 
procurement is just one stage; a typical workstream might comprise these components: 

·  Preparation of outline business case and project brief 
·  Consultation with stakeholders – service users, providers, in-house team (and early 

engagement with system suppliers, to test feasibility / deliverability) 
·  Identification of requirements and preparation of functional specification. 

·  Procurement process and identification of preferred solution and supplier 
– use the ESPO framework! 

·  Planning of installation 
·  Running of pilot operation to test and inform full roll-out. 
·  Installation, migration and user training 
·  Commencement of live running and start of roll-out to all areas 

The ESPO framework is designed with the specific aim of making the procurement component of 
the process as quick and simple as possible. 
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Electronic Monitoring Overview 

A number of benefits and efficiencies have been identified arising from the introduction of electronic 
methods of recording, monitoring and managing the delivery to service users of the home care services 
commissioned by local authorities.  Although various electronic monitoring systems exist, reliant on 
different technologies, they all share the essential features of providing to commissioners accurate data on 
actual care hours delivered to each service user. 

Some Benefits of Electronic Monitoring 

Electronic monitoring systems can lead not only to improved quality of service, but also to streamlined 
processing and administration – especially where these processes currently rely on manual, resource-
intensive systems.  Electronic monitoring also facilitates payment on the basis of service delivered rather 
than service ordered, eliminating error (and fraud), supporting fair charging, reducing waste and service 
queries, and demonstrating value for money.  Plus-points for providers include improved cash flow and 
faster dispute resolution.  The potential benefits include: 

·  Ensuring service users receive the care commissioned:  By accurately recording the time care 
workers spend in service users’ homes, commissioners can verify that the packages of homecare 
ordered are actually delivered. 

·  Improving productivity and value for money:  For example, by recording the actual time spent 
with service users, care worker time spent travelling between users will not be recorded as 
‘productive’, with implications for the hours paid for.  Access to such data may also improve the 
quality of decision making, particularly where in-house services are being measured against external 
providers. 

·  Reducing administrative and finance time:  The generation of electronic timesheets (in place of 
manual timesheets completed by care workers) offers transparency of services delivered, to be used 
either to calculate billing, where users are charged for services, or to generate invoices for external 
domiciliary care services.  By facilitating data gathering and exchange, and by interfacing with back 
office finance and administration systems, significant transactional efficiencies may be achieved 
(e.g. by eliminating manual invoicing). 

·  Improving safety to care workers:  Electronic systems will typically facilitate communication 
between care worker and ‘base’, and by allowing real time monitoring of location can assist with 
lone worker protection measures. 

·  Quality of service delivered:  Systems may, for example, facilitate real time verification that 
‘critical’ visits are made at the times commissioned, and alert duty officers in the event that such 
calls are missed. 

·  Potential Savings?  Authorities who have implemented electronic monitoring report a range of 
savings on their overall homecare budgets.  Clearly, because so much depends upon the 
circumstances of each individual implementation, guarantees of cost savings are impossible to give; 
however, early indications suggest that authorities who invest some 1% of their annual homecare 
budget in electronic monitoring typically realise overall savings of between 5% and 8%, with no loss 
of quality, as a result of the efficiencies achieved. 
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Advantages of using the ESPO framework: 

·  No need to go through a full EU tender process – ESPO has already carried out a tender process 
which is fully compliant with UK and European procurement law, thereby saving you valuable time 
and resources with greatly reduced procurement timescales.  In particular, there is no need to 
advertise the contract, and there are no minimum time periods within the process to which you must 
adhere. 

·  Suppliers listed in the framework have already been assessed for their financial stability, track 
record, experience, technical and professional ability.  And they are regularly re-checked to ensure 
that the required standards are maintained, giving client authorities confidence to purchase with 
minimal further vetting. 

·  Access to a choice of suppliers who between them offer a comprehensive, flexible product and 
service portfolio to support a diverse range of technical solutions.  The framework allows for 
suppliers to improve, upgrade and broaden the applicability of their solutions in accordance with 
developments in technology and user needs. 

·  Suggested, pre-agreed terms, conditions and safeguards to underpin all contracts placed under the 
framework.  There is a suite of template documentation to help client authorities prepare tender 
documents, and draft contracts.  This documentation is adaptable, and available free of charge; its 
use is not however mandatory – clients may use their own documents if they prefer. 

·  Professional procurement support always on hand from ESPO.  Whilst the aim of the framework is 
to simplify the process by covering all procedural compliance matters on your behalf, it is recognised 
that sometimes specific guidance, advice or assistance may be required; this is always freely 
available from ESPO. 

·  And finally – there is no charge for using the ESPO framework.  ESPO’s statutory obligation to 
recover the costs of its operation are already separately covered, so you will not face any bills of any 
kind for ESPO services or for accessing the framework agreement. 

Using the ESPO framework is simple: 

·  Start by completing the Customer Access Agreement supplied at the back of this User Guide, and 
sending it (by post, fax or email) to ESPO.  Then ... 

·  Either  … run a ‘secondary competition’ – i.e. seek quotations from the framework 
suppliers to secure offers tailored to your exact requirements.  (This is generally the 
recommended way of engaging with the ESPO framework). 

·  Or  … identify your chosen solution and supplier, based on the information provided in 
this User Guide, agree supply terms with the supplier and place an order. 

·  Please always quote ‘ESPO framework reference 394’ in all your communications with suppliers. 

·  More detailed guidance on using the framework may be found on page 8 of this User Guide. 
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How suppliers were selected for the framework 

A formal notice inviting expressions of interest from suitably experienced organisations was published in 
the Official Journal of the European Union (or ‘OJEU’) in August 2007.  Applications were evaluated in 
accordance with pre-published evaluation criteria and a list of potential suppliers identified who were 
subsequently invited formally to tender. 

A detailed and thorough evaluation of the tenders was completed by a panel comprising four representative 
councils and ESPO.  The objective of the framework was not to promote one single ‘preferred solution’, 
but instead to offer a range of solutions aimed at meeting the majority of requirements from a number of 
leading system providers in the marketplace.  The evaluation therefore resulted in the selection of the 
following five suppliers to be included in the framework: 

·  CACI Ltd 
·  Care Monitoring 2000 Ltd (CM2000) 
·  Crown Computing Ltd 
·  Panztel Ltd 
·  StaffPlan Ltd 

A profile of each company can be found in at the back of this user guide, whilst the Features and 
Functions table gives an at-a-glance summary of each solution’s key attributes.  

Contractual Structure 

The framework agreement between ESPO and the five suppliers is in place for an period of up to four 
years, commencing 1 April 2008.  Please note, however, that there is no limit (within reason) to the 
duration of individual contracts awarded under cover of the framework. 

An authority wishing to 
procure using the framework 
(the Customer) will enter into 
a Contract for the supply, 
implementation and support of 
electronic homecare 
monitoring solutions (the 
Supply Contract) usually 
based on the pre-agreed terms 
and conditions of contact 
provided in the Draft Supply 
Contract document available 
to accompany this User 
Guide. 

The contractual structure diagram illustrates the relationship between the parties to the arrangement 

If you, or your procurement or legal advisors wish to see copies of any of the documentation we used in 
setting up the framework (such as the ‘OJEU’ notice, invitation to tender, etc) please contact ESPO and 
this will be arranged. 
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How to buy using this framework 

There are two ways to buy electronic homecare monitoring solutions under this framework.  Both options 
commence with the completion of the Customer Access Agreement included at the back of this User 
Guide.  This should be returned to ESPO using any of the methods shown in the Agreement. 

The Customer Access Agreement will remain with ESPO, and will constitute supporting verification of 
your organisation’s participation in the ESPO framework (it is for this reason too that we suggest all your 
communications with suppliers should be referenced ‘ESPO framework 394’). 

Having returned your Customer Access Agreement, you may then adopt whichever is the more appropriate 
of the following two methodologies for using the framework. 

Please note that completing and returning the Customer Access Agreement does not bind you to using 
the ESPO framework – it simply formalises your access to the detailed information available. 

Option 1: Conduct a secondary competition (‘mini-tender’) 

·  A secondary competition is simply an exercise to reopen competition under the framework, 
intended to secure formal quotations from some or all of the suppliers listed in the framework, 
tailored to your precise requirements.  It is the more usual approach to adopt – and because it is 
based on a competitive tender process (albeit a much simplified one), it offers you an ideal way of 
testing and demonstrating value for money. 

·  To be compliant with procurement law, your secondary competition must be conducted in 
accordance with the following rules: 

i) You must send your tender documents to all the suppliers listed in the framework, except 
those (if any) who clearly cannot meet your requirements (the Features and Functions 
guide will help you determine which suppliers you should include). 

ii)  One key differentiator between solutions is where systems are hosted – some solutions are 
purchased and installed on the client’s own servers, whilst others are hosted by the 
supplier and accessed via the internet, as this table shows: 

 Client hosted Supplier hosted 

CACI ·    
Crown ·   ·   
CM2000  ·   
Panztel  ·   
StaffPlan  ·   

Regardless of this, however, you may prefer simply to invite all five suppliers. 

Secondary competition continued on next page 
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iii)  Your tender document must describe the requirement, and tell bidders the basis on which 
you will evaluate their offers (e.g. price, product functionality, implementation plans, 
training and support offered, etc, together with an indication of the relative importance of 
these criteria). 

iv) You must allow bidders sufficient time to prepare and submit their bids – the more 
complex the requirement, the longer you should allow.  Normally three to four weeks 
should be regarded as a minimum. 

v) You must tell suppliers the time and date by when they must have submitted their bids.  
You mustn’t open any bids before this deadline, or consider any bids which arrive late. 

vi) Evaluate your tenders in accordance with the criteria previously established – you may 
meet with bidders to explore their offers in more depth if this assists you in making your 
choice of supplier. 

vii)  Advise all bidders of the outcome. 

Secondary competition template documentation 

To assist client authorities, a template tender document which can be adapted to suit individual 
authorities’ requirements is available free of charge from ESPO to accompany this User Guide.  The 
template includes the evaluation criteria against which suppliers’ offers should be assessed.  You may of 
course adapt this suggested evaluation scheme, including the suggested percentage weightings, to suit your 
own requirements  

Also available is a template draft contract , which you may wish to use or adapt to suit your own 
requirements.  It includes the terms and conditions of contract which have been agreed in advance with 
each of the suppliers, which may be varied to suit individual authorities’ requirements. 

Please contact ESPO (see page 3) to request copies of the template documents. 

Option 2: Place an order (without secondary competition) 

·  If you know precisely what solution you require, and using the information provided in this User 
Guide (perhaps supplemented using suppliers’ technical information) you have identified that there 
is only one supplier who can meet your requirements, then you may simply contact the appropriate 
supplier and agree the placing of an official order. 

·  Using this approach, you are not reopening competition under the framework, and you therefore 
should not engage in substantive negotiations with the supplier, on matters such as specification or 
product functionality.  To remain compliant with the relevant regulations, you must 

 a) be sure that none of the other four suppliers listed in the framework can meet your 
specific requirements; and 

 b) agree a price with your chosen supplier. 

 These conditions may often be difficult to meet, however, and for this reason ESPO recommends 
that Option 1 is normally followed, i.e. a secondary competition. 
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Guide prices 

Some potential users of the framework have indicated that they would find guidance on prices helpful.  We 
do not publish detailed pricing information because experience has shown that prices for individual 
systems vary according to a number of factors – for example, the overall size of the system (number of 
service users, volume of visits, number of external providers), plus training requirements, and so on. 

Moreover, suppliers have different models of charging, depending (for example) on whether the solution is 
hosted by the supplier, or installed on the client authority’s own servers.  Charging mechanisms also vary; 
solutions may be charged per transaction, per service user, per support worker, per transaction, and so on 
(or a combination of these). 

Nonetheless, these caveats notwithstanding, some typical scenarios are described below, together with 
broadly indicative pricing levels. 

Remember that for client hosted solutions, year one prices are typically substantially higher to cover the 
costs of licence acquisition, project implementation, and user training.  Costs for subsequent years are 
accordingly lower, mainly covering ongoing support provision.  For supplier hosted solutions, pricing is 
usually more evenly profiled, year to year, with initial one-off costs limited just to implementation and 
training. 

The figures shown below are simple averages, based on a five-year period, so do bear in mind that in 
reality the first year costs will almost certainly be higher, and subsequent years lower. 

In any case, do remember that actual pricing for your specific requirements will be established either by 
discussions with your selected suppler, or, more usually, by means of your secondary competition. 

Scenario 1 
·  Number of service users 800 
 

·  Number of in-house care / support workers 250 
 

·  Number of external service provider organisations 0 
 

·  Indicative average annual cost £52,500 
 

Scenario 2 
·  Number of service users 2,500 
 

·  Number of in-house care / support workers 250 
 

·  Number of external service provider organisations 10 
 

·  Indicative average annual cost £129,500 
 

Scenario 3 
·  Number of service users 5,000 
 

·  Number of in-house care / support workers 450 
 

·  Number of external service provider organisations 20 
 

·  Indicative average annual cost £193,500 
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Suppliers 
For easy reference, here are the contact details for the five suppliers included in the framework.  
Please refer to ESPO framework 394 in your communications with suppliers. 

All suppliers will be pleased to demonstrate their solutions to you, and provide further information 
on request. 

 
CACI Ltd 
102 The Green 
Twickenham 
Middlesex 
TW2 5AG 
 

 
Contact: Auriol Olisa  
Tel: 0208 893 9039 
Mobile: 07961 433 428 
E-mail: aolisa@caci.co.uk 

 
Care Monitoring 2000 Ltd (CM2000) 
Four Oaks House 
160 Lichfield Road 
Sutton Coldfield 
West Midlands 
B74 2TZ 
 

 
Contact: Mark Thomas 
Tel: 0121 308 3010 
Mobile: 07815 521665 
E-mail: mark.thomas@cm2000.co.uk 

 
Crown Computing Ltd 
Amber Close 
Tamworth Business Park 
Amington 
Tamworth 
Staffordshire 
B77 4RP 
 

 
Contact: John Moody 
Tel: 01827 309 860 
Mobile: 07976 355 853 
E-mail: jmoo@crowncomputing.co.uk 

 
Panztel (UK) Ltd 
Raglan House 
Llantarnam Business Park 
Cwmbran 
NP44 3AB 
 

 
Contact: Dave Ellis 
Tel: 0845 453 4150 
Mobile: 07769 883 634 
E-mail: davee@panztel.com 

 
StaffPlan Ltd 
Unit 4b 
Hillgate Place 
18-20 Balham Hill 
London 
SW12 9ER 
 

 
Contact: Pete Briggs 
Tel: 0208 772 8773 
Mobile: 07974 085 194 
E-mail: pete.briggs@staffplan.co.uk 
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Features and Functions 
Use this guide as a quick checklist of what each supplier’s solution offers. 

Features and Functions CACI CM2000 Crown Panztel Staff plan 

Supplier Hosted Solution ��� � ��� �� �� � ��� � ��� �� �� � ��� �� �� �
Authority Hosted Solution ��� �� �� � ��� � ��� �� �� � ��� � ��� �
Incremental Implementation/Roll-Out ��� �� �� � ��� �� �� � ��� �� �� � ��� �� �� � ��� �� �� �

General 

Service User Phone Based ��� � ��� �� �� � ��� �� �� � ��� �� �� � ��� �� �� �
Mobile Phone - Voice and Text ��� �� �� � ��� �� �� � ��� � ��� �� �� � ��� �
Smart Phone - Voice and Text ��� �� �� � ��� �� �� � ��� � ��� � ��� �
Smart Phone - NFC / RFID ��� �� �� � ��� �� �� � ��� �� �� � ��� � ��� �� �� �

Operational 
Methodology 

Smart Phone - Signature Capture ��� �� �� � ��� � ��� � ��� � ��� �
Integrated Scheduling / Rostering ��� �� �� � ��� �� �� � ��� �  *��� � ��� � ��� �� �� �
Interfaces with 3rd party Rostering ��� � ��� �� �� � ��� �� �� � ��� � ��� �� �� �
Care Plan Placement / Variations ��� �� �� � ��� �� �� � ��� � ��� � ��� �� �� �
Allocating/Unallocating a call ��� �� �� � ��� �� �� � ��� � ��� �� �� � ��� �� �� �
Viewing Unallocated Calls ��� �� �� � ��� �� �� � ��� � ��� �� �� � ��� �� �� �
Moving/Extending a  call ��� �� �� � ��� �� �� � ��� � ��� �� �� � ��� �� �� �
Verifying Status of Calls ��� �� �� � ��� �� �� � ��� � ��� �� �� � ��� �� �� �

Scheduling / 
Rostering Module 

Electronic Roster Delivery to Care Worker ��� �� �� � ��� �� �� � ��� � ��� � ��� �� �� �
Arrival at Service Users Residence ��� �� �� � ��� �� �� � ��� �� �� � ��� �� �� � ��� �� �� �Home Care 

Hours Leaving Service Users Residence ��� �� �� � ��� �� �� � ��� �� �� � ��� �� �� � ��� �� �� �
Carer ID ��� �� �� � ��� �� �� � ��� �� �� � ��� �� �� � ��� �� �� �
Service User ID ��� �� �� � ��� �� �� � ��� �� �� � ��� �� �� � ��� �� �� �

Information 
Recorded 

Service Type & Task ��� �� �� � ��� �� �� � ��� �� �� � ��� �� �� � ��� �� �� �
Travel Time ��� �� �� � ��� �� �� � ��� �� �� � ��� �� �� � ��� �� �� �
Sickness/Absence/Standby/Annual Leave ��� �� �� � ��� �� �� � ��� �� �� � ��� �� �� � ��� �� �� �
Training ��� �� �� � ��� �� �� � ��� �� �� � ��� �� �� � ��� �� �� �
Meetings ��� �� �� � ��� �� �� � ��� �� �� � ��� �� �� � ��� �� �� �
Supervision Sessions ��� �� �� � ��� �� �� � ��� �� �� � ��� �� �� � ��� �� �� �

Other Paid Time 

Breaks ��� �� �� � ��� �� �� � ��� �� �� � ��� �� �� � ��� �� �� �
Travel Time ��� �� �� � ��� �� �� � ��� �� �� � ��� � ��� �� �� �Expenses 
Mileage ��� �� �� � ��� �� �� � ��� �� �� � ��� � ��� �� �� �
Visit Notes ��� �� �� � ��� �� �� � ��� � ��� � ��� �
User defined paramatised forms on device ��� �� �� � ��� � ��� � ��� � ��� �

Other Data 
Capture 

User defined time capture ��� �� �� � ��� �� �� � ��� � ��� � ��� �� �� �
Abortive Visits ��� �� �� � ��� �� �� � ��� �� �� � ��� �� �� � ��� �� �� �
Registration Failure ��� �� �� � ��� �� �� � ��� �� �� � ��� �� �� � ��� �� �� �

Other Activity 
Recording 

Ad-Hoc User-defined Events ��� �� �� � ��� �� �� � ��� �� �� � ��� �� �� � ��� �� �� �
Real Time Alerts ��� �� �� � ��� �� �� � ��� �� �� � ��� �� �� � ��� �� �� �
No Show (for non or late arrivals) ��� �� �� � ��� �� �� � ��� �� �� � ��� �� �� � ��� �� �� �
Distress Alerts ��� �� �� � ��� �� �� � ��� �� �� � ��� �� �� � ��� �� �� �
Lone Worker Alerts ��� �� �� � ��� �� �� � ��� �� �� � ��� � ��� �� �� �

Alerts 

Carer Alerts ��� �� �� � ��� �� �� � ��� � ��� � ��� �� �� �
Timesheet report ��� �� �� � ��� �� �� � ��� �� �� � ��� � ��� �� �� �
Payroll / Admin System Interface ��� �� �� � ��� �� �� � ��� �� �� � ��� � ��� �� �� �
Care Management System Interface ��� �� �� � ��� �� �� � ��� �� �� � ��� � ��� �� �� �

Data Transfer 

Third party Electronic Monitoring Interface ��� �� �� � ��� �� �� � ��� �� �� � ��� � ��� �� �� �
ML ��� �� �� � ��� �� �� � ��� �� �� � ��� �� �� � ��� �� �� �
CSV ��� �� �� � ��� �� �� � ��� �� �� � ��� �� �� � ��� �� �� �

Data Formats 
Supported 

Tradacomms ��� � ��� � ��� � ��� � ��� �
Standard Reporting Suite ��� �� �� � ��� �� �� � ��� �� �� � ��� �� �� � ��� �� �� �
Statutory Reports ��� �� �� � ��� �� �� � ��� �� �� � ��� �� �� � ��� �� �� �
Integrated Report Builder ��� �� �� � ��� � ��� �� �� � ��� �� �� � ��� �� �� �

Management 
Information 

Real-Time Reporting ��� �� �� � ��� �� �� � ��� �� �� � ��� �� �� � ��� �� �� �
Integrated Mapping ��� �� �� � ��� � ��� � ��� � ��� �� �� �
Pay Calculator ��� �� �� � ��� �� �� � ��� � ��� � ��� �� �� �

Optional extras 

Staff Recruitment and Training Module ��� �� �� � ��� � ��� � ��� � ��� �� �� �

* Due for release late 2009 
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Future Developments 

Product Development 

Although the framework has been in place and available for use since April 2008, we recognise that the 
technology underpinning electronic monitoring continues to develop, and that trends within the social care 
field – the ‘personalisation agenda’ and individualised budgets, for example – may lead to changes in 
councils’ requirements. 

In setting up the framework therefore, ESPO ensured that it would be sufficiently dynamic to reflect 
changes which may arise during its lifetime of up to four years.  In practice, this means that whenever any 
of the five framework suppliers introduce product developments or improvements, then these will 
automatically become available to councils procuring through the framework. 

The framework is regularly reviewed, and updated User Guides will be issued periodically to reflect all 
relevant developments. 

Scheduling and Rostering Solutions 

Many home care service providers (including council in-house teams) use ‘rostering’ solutions to schedule 
and generally manage the workload of their home care workers.  Indeed the use of such systems is often 
seen as an essential, or at least complementary, part of the introduction of electronic monitoring itself. 

There are a number of proven scheduling systems currently on the market, designed between them to offer 
various levels of sophistication and to handle businesses of all sizes.  Most of the monitoring solutions 
offered by the five suppliers listed in this framework will integrate fully with many of the widely used 
scheduling systems.  Some of the suppliers can actually supply scheduling systems, and the framework 
allows them to do this where the scheduling system represents a relatively small element, by value, of the 
overall procurement. 

However, where major investment in a scheduling system is planned, then such procurement may lie 
outside of the intended scope of this framework (not least, because there are specialist suppliers of 
scheduling systems who are not included in this framework). 

To address this, ESPO is currently exploring the possibility of establishing a separate framework covering 
just the supply of scheduling solutions, which we hope to launch during Spring 2009, and which will 
complement the existing monitoring solutions framework and so offer councils a comprehensive suite of 
products. 

More information on this will be published by ESPO in due course, but in the meantime do please contact 
us for progress updates. 
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Supplier Profiles 

This section contains information on the five suppliers available under the framework, together with a brief 
description of the key products offered by each of them. 

You are of course welcome to view suppers’ websites, and contact them directly if you would like more 
detailed information, or wish to arrange visits or product demonstrations. 

(Please note that the information set out in this section has been provided by the suppliers themselves, and 
whilst ESPO has no reason to doubt the accuracy of anything which is stated, ESPO is not responsible for 
its content, and cannot accept liability for any errors or inaccuracies.) 
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Company Overview 
 
CM2000 was established in April 1999 in response to the growing need for improved methods of 
monitoring the delivery of homecare services to some of the most vulnerable members of the community. 
CM2000 is now one of the leading suppliers of Electronic Monitoring solutions to both Local Authority 
and Independent Sector Homecare Providers. Since inception CM2000 has monitored in excess of 57 
million calls  and currently has over 15,000 Home Care Assistants and 35,000 Service Users utilising the 
system.  
 
CM2000 have unparalleled experience and expertise in implementing electronic monitoring with 16 Local 
Authorities and over 100 Independent Provider organisations including Nestor Group PLC, Care UK and 
Allied Health Care.  CM2000 have been used as a key point of reference by the Care Services Efficiency 
Delivery Programme (CSED) in identifying monitoring as a vital tool for Local Authorities to achieve 
Gershon efficiencies.  
 
In recognition of the success of CallConfirmLive! CM2000 were awarded the prestigious Queens Award 
for Enterprise in the Innovation category in April 2007. CM2000 have also established a market data 
resource which can be used to help identify current trends in homecare delivery and shape strategy for the 
future. Data has already been extracted for this purpose by Laing & Buisson the leading provider of 
authoritative data, analysis and market intelligence on the UK health and care sectors. 
 

····  CM2000’s web enabled electronic monitoring service CallConfirmLive! uses the patented AURA 
(Advanced Unanswered Ringback Application) telephone data capture technology to provide 
accurate, real time homecare visit data via the internet, 24 hours a day, 365 days a year. Using the 
latest computer telephony integration technology, CallConfirmLive! allows customers to log, 
analyse and report on homecare delivery, ensuring a cost effective and quality assured service. 

·  In addition to AURA, CM2000 can provide many other types of data capture options where the 
landline telephone method is not suitable all of which can be recorded, analysed and reported on 
through the CallConfirmLive! user interface. These include Box 10, RFID (Radio Frequency 
Identification) and Digital Pens which can also be used for initial care assessments. This capability 
when combined with fully integrated scheduling means that customers can utilise a combination of 
technology types and benefit from a comprehensive ‘one-stop-shop’ solution from assessment 
through to invoicing and payroll / payments. 

 
CM2000 is committed to providing customer driven monitoring solutions and as such has a rolling 
investment programme in developing new monitoring technologies a further example of which is an 
extension of its existing AURA monitoring system known as ‘Reverse AURA’.  
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Looking ahead, CM2000 are well aware of legislative and market changes affecting the way in which 
homecare services are likely to be commissioned and delivered in the future. For example: direct 
payments, individualised budgets & outcome based care may well become mainstream within the coming 
years and CM2000 are addressing the challenges that these new models of care will present for Local 
Authorities within its IT development strategy. This includes web access for Service Users / Homecare 
Assistants and brokerage facilities for Local Authorities.    
 
CM2000 can provide an IT homecare management service that goes well beyond the scope of a monitoring 
solution.  
 
Customer Benefits 
�  System designed specifically for the homecare sector 
�  Highly responsive customer service and technical support / development  
�  Fully managed, hosted service including robust Disaster Recovery facilities.    
�  Comprehensive interfacing capabilities with proprietary and in-house systems 
�  Ease of use for both Home Care Assistants and CallConfirmLive! software users 
�  Visit data recorded in real time and immediately available to view and analyse 
 
In January 2008 the Company launched a new Incentive Scheme designed to help its customers maximise 
the performance of Home Care Assistants and further drive-up quality. The scheme uses a number of 
criteria such as punctuality, reliability and visit duration to assess performance and identify the top 
performing Home Care Assistant each month. The incentive scheme is designed to add value to 
CallConfirmLive! and is provided at no additional cost to the customer.  
In addition, and as a part of the Company’s continuing commitment to providing the highest levels of 
customer satisfaction, a comprehensive survey, which includes written, telephone and face-to face 
feedback is conducted regularly. This is to ensure that CM2000 is meeting or exceeding customers 
expectations both now and in the future.  
 
CM2000 is committed to providing a second to none service and to this end employs PRINCE II qualified 
Project Management Practitioners to manage system implementation, dedicated Helpdesk staff and a 
highly qualified team of systems analysts and developers. Putting customers first is a key component of 
CM2000’s success to date. 
 
Based in Sutton Coldfield in the West Midlands, CM2000 is ideally located to service the needs of Local 
Authority and Independent Home Care Providers throughout the UK. CM2000 is ISO9001 certified and 
BS7799 accredited and is working towards Investors in People accreditation. CM2000 operates out of two 
sites offering a comprehensive support and helpdesk facility, together with full backup facilities to provide 
Business Continuity. 
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Local Authority customer testimonials: 
 
On CallConfirmLive! reporting capabilities “There are so many that can help save me time such as reports 
showing unknown service users or Care Workers quickly highlighting identity problems and aiding a swift 
resolution” 
Doncaster Metropolitan Borough Council 
 
“We have been using CM2000’s CallConfirmLive electronic monitoring for a number of years in 
Dumfries and Galloway. The system brings many benefits for the Council and Service User. The 
performance summary reports are particularly useful.”  
Dumfries and Galloway Council 
 
“We went live with CallConfirmLive! on 4 October 2004 after many months of careful planning and 
control with our own implementation team and the excellent support of CM2000.”  
Isle of Man Government Social Services 
 
 “The carers find the system easy to use. Finance like the accuracy and service users love it. We have had 
instances where service users have had a BT line installed specifically so they can take advantage of the 
benefits the system brings.” 
London Borough of Sutton  
 
“We’ve always been able to get information whenever we need. I’ve not had any problems with 
CallConfirmLive!. It’s quite easy to get in and out. You don’t need to be very IT skilled to work It.” 
London Borough of Waltham Forest  
 
CM2000 are a very friendly bunch. Always prepared to take a call and get things done, they don't pass the 
buck and individually try to tackle the issues.” 
Oxfordshire County Council  
 
“The team at CM2000 are very good, approachable and supportive. With CallConfirmLive! we have visit 
information immediately and we know that its accurate. Invoicing for Service Users is a lot easier and 
there has been a reduction in complaints about incorrect invoices. We pay our block Providers on the data 
generated by CallConfirmLive so they don’t have to submit invoices.” 
Royal Borough of Windsor and Maidenhead 
 
“The interface between Coldharbour and CM2000 is excellent. Everything runs very smoothly and the 
system has cut down administration time and made us more efficient. Before CM2000 we had to manually 
confirm the time sheets through Coldharbour, you forget how much time that takes up. We are firm 
believers in monitoring and wouldn’t be without CallConfirmLive!” 
Torfaen County Council 
 
CM2000 were quick to respond to questions raised and to assist with any issues. They were also supportive 
of Wakefield Home Care’s innovative use of the solution to monitor both contact and non-contact activity 
to enhance efficiencies and to improve accuracy of management information”.  
Wakefield Metropolitan District Council 
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CM2000 PRODUCTS  
 
Recording Events / Data Capture 
The CallConfirmLive! system provides real-time telephone based data capture utilising the Service Users 
land-line telephone with an unanswered telephone call (featuring CM2000’s AURA technology). The 
system is also capable of logging visits using other methods and CM2000 can provide the necessary 
hardware for these solutions, including the supply of mobile phones under contract, according to 
customers’ requirements.  
 
The system provides: 
�  unambiguous identification of Service User 
�  unambiguous identification of Home Care Assistant 
�  visit logging confirmation for Home Care Assistant 
�  visit logging for double-ups i.e. where more than one Home Care Assistant is attending the same visit 
�  visit logging for multiple clients i.e. where more than one Service User is receiving care at the same 

location 
 
The system records ‘Contact Time’ including: 
�  date, start & end time of visit 
�  visit duration 
�  planned v actual visits. 
 
The system records ‘Non Contact’ Time including: 
�  travel time 
�  breaks 
�  sickness/absence 
�  standby 
�  annual leave 
�  training 
�  meetings 
�  supervision sessions. 
 
The system can also record: 
�  visits retrospectively i.e. where the visit was not logged from the Service Users home (for whatever 

reason)  
�  remote activity i.e. delivery of care outside the Service Users home 
�  aborted visits 
�  a limitless range of additional care activities as defined by the Customer. 
 
Scheduling / Rostering 
The system features: 
�  A fully Integrated Scheduling/Rostering Application. For Customers who do not already have a 

scheduling system CM2000 can offer built in scheduling to provide a fully integrated ‘one-stop shop’ 
electronic monitoring solution. 

�  Built in 3rd Party Scheduling Interfaces – proven interfaces with Coldharbour, TCO, Cerrus Systems, 
HET, PB Solutions, Telescheduler, Carefree, StaffPlan and Webroster. 

 
Care Planning / Management 
Individual Care Plan details are contained within the system. Variation to planned care and cancellations 
are also managed within the system and can be fully reported on. 
Real Time Alerts (RTAs) 
The system can produce an extensive range of Alerts including: 
�  Real Time Alerts for Service User 
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�  Real Time Alerts for Home Care Assistant 
�  bespoke customer defined alerts. 
 
SMS Text Messaging and Voicemail 
The system provides both Voicemail and Text Messaging facilities to allow care managers and supervisors 
to contact Home Care Assistants while they work. 
 
Data Analysis / Reporting 
The system produces an extensive range of standard management and bespoke information reports.  
Standard reports include: Bespoke management information reports include: 
�  actual homecare hours provided �  automated payroll 
�  punctuality of care to Service 

Users 
�  automated invoicing  

�  continuity of care to Service Users �  automated Service User billing  
�  planned v actual hours   �  performance summary – based on a selection of 

different parameters 
�  travel time �  HH1 report generation. 
�  non-contact time.  

  
Data Transfer / Interfaces  

�  CallConfirmLive! utilises XML and CSV data transfer formats. A full 
�  Interface specification is available for 3rd party software suppliers. 
�  CallConfirmLive! has working interfaces with the following Management Information systems: 

- Anite Swift 
- OLM Carefirst/Caretime 
- Corelogic Framework-I 
- TCO OfficeBase. 

 
Security 
�  The system features secure data encryption and a range of bespoke security options. 
�  Comprehensive Business Continuity / Disaster Recovery planning. 
 
System Upgrades 
CM2000 release regular system upgrades in order to improve system functionality. 
 
CM2000 SERVICES 
Implementation 
CM2000 has unequalled experience of all types of implementation with internal services and external 
Home Care Providers and welcome the opportunity to share our experience to enable customers to ensure 
success in the implementation of what can be a complex project. Implementation includes full system set-
up and registration. 
 
Project Management 
CM2000 provide a dedicated Prince II qualified project manager to manage implementation. 
 
Systems Management / Development 
CM2000 provides and maintains a secure server on which the contracting Authorities data is stored. 
CM2000 has a team of software analysts and developers who undertake any bespoke systems development 
or interface development work needed. 
 
Training 
Comprehensive training is provided to Home Care Assistants in use of the data capture technology and 
system administrators / managers in the use of CallConfirmLive! 
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Customer Helpdesk 
A customer helpdesk is provided between the hours of 08.30hrs and 17.30hrs in order to assist those using 
the system. Support services available through the helpdesk include: 
�  User Session Shadowing 
�  VPN (Virtual Private Network) Remote Desktop Support 
�  ‘Track-It’ On-line issue resolution. 
An ‘out of hours’ helpdesk service is also available. 

 
Service Management 
CM2000 has an ITIL based process led approach to service management and will appoint an account 
manager for each Customer in order to maintain the supplier/customer relationship and facilitate good 
communications. The Account manager will facilitate e.g. quarterly service review meetings where 
contract performance will be discussed and evaluated against Key Performance Indicators. CM2000’s SIP 
(Service Improvement Programme) provides a rolling process for making improvements to products and 
services. 
 
User Forums / Groups 
CM2000 organise regular user groups to facilitate best use of the system and inform product/service 
development. 
 
Detailed Exit StrategyCM2000 will provide comprehensive support to customers wishing to transfer 
monitoring to a new supplier or terminate their contract. In practice, CM2000 has never had to implement 
this strategy since 100% of Local Authority contracts (of which there are 16 currently) have been retained 
and are ongoing. 
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�
Company Background 
Crown Computing was formed in 1987 as a result of a Management Buy Out from the North American parent company, 
the Sydney Development Corporation based in Vancouver BC. At that time the company marketed FM&C  a Time 
Recording package on the IBM AS/400 platform and there was an IBM mainframe version developed for large 
companies. 

In 1996, we began work on the Open Options™ product, which is now the company’s flagship Time Recording product. 
Since its release late in 1998, Open Options has risen to become a clear market leader, with an installed base that is 
second to none, including: 

�   3M �   Lloyds �   TSB 
�   BAE Systems �   Ministry of Defence �   Carillion 
�   Powys CC �   First Choice �   Scottish Ambulance Service 
�   Royal Mail �   ITN �   Lancashire Constabulary 
�   Unilever 

This wide range of organisations using Open Options demonstrates the product’s innate flexibility and breadth of 
function. Furthermore, our complementary Systems Integration Services Group has evolved from its early expertise in 
AS/400 technology, to reflect the demand for integrated Data Collection solutions based on client/server computing 
platforms, working with an increasingly diverse number of hand held technologies. This has also seen interfaces being 
established with a wide variety of Business Resource Management, Finance, HR and Payroll systems. 

And so to Today 
Today, Crown Computing is a successful, profitable, financially sound organisation with a clear sense of direction. It has 
a first-class customer base and market-leading products that deliver tangible business benefits. From its early days as a 
software services company, the company can now genuinely claim to be a leading software solutions business, servicing 
all private and public sector organisations across the length and breadth of the UK. 

An Active User Group 
Since its formation in 1988, Crown has operated an effective User Group, bringing together it’s customers on an annual 
basis. The convention acts as a forum for all organisations to discuss the direction and development of the software 
products. 

In recent years one or two Special Interest Groups have formed, for example there are a number of Emergency Services 
customers who meet with us on a quarterly basis and provide valuable input for the ongoing development of Open 
Options. There would be a case for creating a similar Special Interest Group for Homecare customers within the relatively 
near future. 

Quality Certification 
Crown Computing has been continuously certified to recognised quality standards since 1993 and is currently certified to 
BS EN ISO 9001:2000 and the TickIT Guide The well established procedures and processes that form Crown’s business 
management system have evolved over a number of years, based upon our experience in the development and 
implementation of software solutions and the feedback that we have received from our staff and customers. 

The scope of Crown’s certification covers all functions within the business, from Product Development through to its 
Sales, Delivery and Support functions. Finally, the company operates effective policies covering Health & Safety at 
Work, Environmental, Data Protection, Equal Opportunities, Alcohol & Drugs and our IT Code of Practice. 
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Research & Development 
The role of the company’s well-defined software product Research & Development Group is threefold: 

·  Firstly it researches new computing and data communications technologies that have possible application within the 
company’s product set. 

·  Secondly, it works with the marketing function, designing and developing new software applications to ensure the 
growth and the future of the company. 

·  Finally it develops the existing range of software products, providing functional enhancements to assist the 
aspirations of the installed base of customers. 

System development follows a traditional lifecycle for the creation of new products or enhancements to existing products 
by the R&D team. Requirements must be clearly defined before a proposed solution can be investigated, analysed, 
documented, reviewed and submitted for approval. The technical design phase prior to software development includes 
review and approval steps. Development is carried out according to the relevant guidelines and unit tested by the 
programmer, followed by sign-off testing, further testing may include system testing, release testing, acceptance or beta 
testing. Problems and results of testing are recorded and errors returned for rectification and re-test. 

Company expenditure on Research and Development has grown consistently over previous years as indicated below. 

Total R&D Investment 2003 2004 2005 2006 2007 
Man Days 2300 2400 2600 3000 3400 
Total Investment (£000’s) 690 780 900 1100 1400 

Company Statistics 
The company is based in Tamworth, Staffordshire, where it currently employs more than 60 staff. The workforce is 
organised as follows; 

  Crown’s Workforce – Numbers of Staff: . 
Sales & Marketing 14 
R&D 16 
Product Support 19 
Systems Integration Group 6 
F&A, Quality 6 

  Total 61. 

Approach to Homecare Market 
Over the 20 years that Crown Computing has been in business, three core competencies have emerged, all of which are 
central to the provision of a solution for Electronic Homecare Monitoring, being: 

·  Employee Time Management 

·  Electronic Data Capture 

·  Systems Integration Services 

Employee Time Management 
We have developed Open Options, which has been designed entirely in house with the aim of helping larger 
organisations manage and optimise employee time. Employers are faced with potentially conflicting dynamics, on the one 
hand the need to improve service levels (whilst containing costs) and on the other responding to requests for variations in 
flexible working (resulting from Government’s increasing Family Friendly Legislation). Such pressures make the 
effective management of employee time, using manual planning and time recording systems, more and more time 
consuming. 

Open Options addresses these problems through the provision of scheduling/rostering functions that enable planners to 
allocate staff based on a number of variable criteria e.g. availability, skill, grade etc. (Whilst this software is installed in 
emergency services organisations, Royal Mail and ITN, it is planned to meet the needs of the homecare market in the 
second half of 2009). 

The recording of attended time and booked time (e.g. time per visit) is automated via a number of different technologies 
eliminating the need to record time manually via timesheet, the need for each one to be checked and authorised and finally 
the need for data to be keyed into payroll and billing systems. 
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Data Capture 
Crown Computing has a wealth of experience in data capture and we have identified Near Field Communication (NFC), 
using Mobile Phones, as the optimum technology for Homecare applications. The reasons for this are that we believe it is 
the simplest and easiest to use technology available for this purpose and the least invasive from the service user point of 
view. This technology is forecast to be the fastest growing application development environment over the next 2-3 years 
with estimates of more than 50% of all mobile phones being equipped with NFC by 2010. The devices are programme-
able and therefore it will be possible to add other applications to this platform in the future or indeed extend the scope and 
function of the Visit Monitoring system. Such modifications and enhancements could be made on a bespoke basis for 
individual authorities. In other words we are offering you a future-proof solution, which could easily be adapted to allow 
changes to the service you provide. 

Systems Integration 
As a direct consequence of the above capabilities, we routinely provide interfaces between Open Options and other 
applications e.g. Personnel, Payroll, Finance and Business Operations systems e.g. Care Management.  We would expect 
to be able to provide a range of system interfaces for different purposes e.g. 

·  Import Carer details from a Personnel system 

·  Import Visits to be done from an alternate rostering system 

·  Export Carer payment details to a Payroll system 

·  Export Charges for Billing purposes 

Hosting Services 
We are pleased to be working in partnership with Computacenter plc to provide Electronic Homecare Monitoring 
solutions on a hosted basis. Computacenter has offered hosting services for a number of years under the name of its 
subsidiary company, Digica. The service has now been re-branded under the Computacenter name and operates from a 
number of Data Centres in the UK. 

System Deliverables 
We have a track record of working on a co-operative basis in other market sectors which has resulted in our application 
being refined to better meet market requirements. We would expect to work with in a similar manner in the Homecare 
market, particularly with the “early adopters” using this Framework Agreement. �



Homecare Monitoring 
User Guide 

Page 28 Please quote ESPO Contract 394 
in all communication with suppliers 

 

 
 
 
 
 
 
 
 
 
 
 
Company Information:   
 
The Panztel; Group (including the Applicant, Panztel (UK) Ltd) focuses on the development and operation 
of Electronic Time Capture services under the brand name eziTracker™ which account for over 95% of 
worldwide revenues. eziTracker™ has been continually developed and enhanced since its introduction in 
1998, giving Panztel unrivalled experience in this specialised field.  Over 60,000 employees use our 
services to record their working hours making over 1.5 million calls a month. The recording of accurate 
working hours is mission critical to our customers but every requirement is subtly different.  Panztel has 
focussed on reliability operating 24 x 7, scalability to handle organisations ranging from 100 to 10,000 
employees and flexibility with over 20 variants of eziTracker available include a specific Homecare 
edition.  Panztel provides the most reliable, most functional and most flexible Time Capture service 
available in the world. 
 
Electronic Time Capture is an important function for our customers but it is only part of the overall 
requirement.  Scheduling, Time and Attendance, Billing/Invoicing and HR/Payroll systems are required to 
complete the full picture and so right from the start we developed and published an Open Interface to link 
eziTracker™  to such systems.  This allows these systems to maximise their full potential by processing 
real-time, accurate employee work times as captured by eziTracker™.  Over 50 customers currently use 
the Open Interface to transfer employee work times from eziTracker to at least 15+ different systems. 
 
Value for Money: 

 
We believe the main financial benefit is in ensuring that providers are paid for Care hours actually 
delivered. The costs of the service, at around £10 per care worker, works out at less than 2 hours of care 
time per month. As eziTracker hm is a fully managed service, there is a very low cost of ownership for an 
Authority.  For example, no hardware costs, no hardware maintenance costs, no software licence costs, no 
software maintenance costs, little or no technical support costs. The per care worker pricing gives the 
Authority a certainty in charges over the lifetime of the service 

 
Best value: 

 
An Answered Call service (eziTracker hm) is the only real, effective way to prevent fraud. A reliable and 
resilient service like eziTracker hm ensures there are no hidden costs due to care workers having to make 
multiple calls, care managers having to manually match unanswered call records or resolve errors. 
Accurate billing to Service Users so less time wasted for the Authority (and Service Users) in Billing 
disputes. Accurate payments to providers (or accurate validation of provider invoices) so less time wasted 
in checking. Panztel’s solution enables all Providers to use the service regardless of whether they have a 
Scheduling/Rostering system. 
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OVERVIEW OF PRODUCTS AND SERVICES 
 

·  eziTracker Homecare Monitoring 

Telephone Based Call Monitoring that can record a wide range of Standard, Advanced and 
Customizable Events and deliver them in real-time to the Homecare Monitor website and/or to 3rd party 
systems. 

·  eziTracker Homecare Monitoring Alerts 

eziTracker provides a suite of automated real-time alerts for various conditions, including Carer Alerts, 
Client Alerts, Lone Worker Protection Alerts, Event Alerts, Unplanned Duration Alerts, and Manning 
Level Alerts. Delivery can be Email, SMS Text Message and Voice Call with customizable Time-of-
Day Routing 

·  eziTracker Homecare Monitoring Voice Messaging 

eziTracker provides a powerful audited, two-way Voice Messaging facility 

·  eziTracker Homecare Monitor 

Homecare Monitor is a web-based management information tool that enables real-time Carer and Client 
electronic Timesheets to be viewed and exported as well as maintenance facilities for the complete 
eziTracker Homecare Monitoring service 

·  eziTracker Provider Module 

The provider module is an enhanced set of features in homecare monitor to enable Authorities to 
manage Homecare Providers' payments  

·  eziTracker Real-Time Interface 

A published (open) interface that allows a two-way exchange of data in real-time (or slower) with any 
connected 3rd party system. 

·  eziTracker Reporting 

eziTracker includes a wide range of reports.  Reports can be generated in a number of different formats 
(.doc, .xls, .pdf) and scheduled to be automatically emailed if required.  Includes:- 

o Call Monitoring data (Actual Visit details) 
o Alerts, Messaging 
o Provider Care Details 
o Service Delivery 
o Client  or Carer reports 
o Invoice or wages reports 
o Business reports 
o Electronic monitoring 
o Analysis and statistics 
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·  eziTracker Scheduling Module 

Advanced Rostering/Scheduling features available to integrate with eziTracker Homecare Monitoring in 
real-time. 

·  Code5 Companion 

This service provides a crucial aid to effective risk management for remote workers and satisfies the 
essential duty of care responsibilities towards lone worker employees 

·  Security  

The eziTracker service many Physical and Data Security features 

·  Services 
o Project Management & Implementation Services  
o Training and Consultancy  
o Systems Customization/Development  
o Account Management 
o Service Management 
o Customer & Service Support 
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StaffPlan - the Company 

StaffPlan was established in 2001 by Mark Chapman – a highly experienced software developer with a 
long standing involvement in the community care sector. Since then StaffPlan has expanded rapidly yet 
consistently on the back of long term contracts with care providers across the UK. 

The strength of StaffPlan’s growth over the years was 
recently acknowledged by their inclusion in the 
‘Deloitte Technology Fast 50’ list of companies.  
StaffPlan is a Microsoft Certified Partner, 
ISO9000:2001 accredited and a member of Intellect 
(the foremost trade body for technology providers in 
the UK). StaffPlan Roster has quickly become one of 
the most widely used community care system in the 
UK public sector with 22 local authorities and 2 PCTs 
having adopted it to date, including Derbyshire and 
Cheshire County Councils, and Peterborough PCT. 

In the independent sector national care providers such 
as Carewatch Care Services, Supporta Care and 
Westminster Homecare have also implemented 
StaffPlan solutions across their networks. 
 

 

StaffPlan currently has 28 staff, based mainly at its headquarters in South London.  Though the majority of 
their staff are UK-based, StaffPlan’s international client base continues to grow, and now boasts clients on 
four continents. 

StaffPlan have consistently led the market with the introduction of new technology to the homecare 
industry including, for example; on-screen wallcharts, PDA access, roster optimisation, and generic XML 
interfaces. Their latest mobile working and electronic monitoring solution for care workers, ‘StaffPlan 
Connect’, demonstrates their continued dedication to innovation. 

The active StaffPlan Roster User Group works closely with StaffPlan, facilitating knowledge sharing and 
aiding communication.  For instance a dedicated working party has been established to explore the 
challenges outcomes based commissioning will bring. 

StaffPlan maintains a well defined product roadmap driven from a solid understanding of the social care 
environment (including legislative requirements) which safeguards the development of its products for the 
future. 

 

StaffPlan Roster screen shot  
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Products 

StaffPlan Connect is a revolutionary ‘point of care’ solution encompassing 
electronic roster delivery and electronic monitoring.  As well as delivering live 
rosters to care workers via their mobile phones it incorporates an easy to use 
facility for logging arrival and departure times. The actual care delivered is 
recorded by care workers simply touching their NFC (Near Field Communication) 
enabled mobile phone against a small tag in the service user’s home on arrival and 
departure. 
 
Further development of StaffPlan Connect is planned that will allow care workers 
to capture additional information relating to their visit, such as tasks completed, 
the condition of service user etc. 
 
The data collected via StaffPlan Connect is fed back to the customer’s scheduling 
system (e.g. StaffPlan Roster) via StaffPlan Exchange where it is used to update 
the planned bookings with actual service delivery information.  This is vital for 
effective service delivery management, care plan reviews, efficient timesheet 
reconciliation and ensuring accurate and timely invoice and payroll processing. 

 
 
StaffPlan Monitor+  is a low cost landline phone-based electronic monitoring solution for community care 
providers and it is offered in unanswered and answered call modes, including the ability to switch from 
unanswered to an answered call (e.g. to prompt the care worker to enter more information in response to 
customisable menu options).  By accurately recording service user contact time and communicating in real 
time with StaffPlan Roster (via StaffPlan Exchange), it streamlines the timesheet reconciliation process 
and ensures accurate and timely invoice and payroll processing. 
 
StaffPlan Exchange is the central hub of StaffPlan’s electronic monitoring solutions, incorporating Roster 
Online, the Monitoring Report Suite, a scalable Microsoft SQL database and interface functionality. 
 
StaffPlan Exchange offers integration with StaffPlan Connect, StaffPlan Monitor+ and StaffPlan Roster if 
implemented, and with third party rostering or social care systems in accordance with StaffPlan’s 
interfacing standards. 
 
StaffPlan Roster is an established, robust and mature rostering and administration system, designed 
specifically for community care providers. This high-end yet cost effective software application serves all 
functions of a modern community care provider from managing service user referrals, care worker 
recruitment and training, rostering, reviews, contract monitoring, invoicing, payroll, expenses and more.  
Integration with electronic monitoring services plus financial systems (e.g. Sage Payroll / Line 50 etc) is 
also offered. Other StaffPlan Roster features include a sophisticated roster optimisation function (‘Auto 
Allocation’) that aims to deliver efficiency gains whilst maintaining quality of service, automatic 
calculation of mileage expenses, integrated text messaging, electronic document management, specialist 
reporting (e.g. AQAA, Skills for Care and HH1) and powerful messaging tools. 
 
For further details of the functionality offered by StaffPlan monitoring solutions please refer to the StaffPlan 
response to the Supplier Matrix. 
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Customer Access Agreement 

ESPO Framework Agreement 394 
Electronic Homecare Monitoring Solutions 

TO BE COMPLETED BY THE CUSTOMER 

Before conducting any activity under this ESPO framework, please complete this form and return it (by post, fax or 
email) to ESPO. 

 
AGREEMENT:  I confirm that the organisation detailed below wishes to access the above-mentioned ESPO 
framework agreement, and that in doing so will act in accordance with the guidance and instructions set out 
in the relevant ESPO User Guide, and in accordance with the Public Contracts Regulations 2006. 

Signature:  

Date:  

Name of person signing this form:  

Position:  

Name of authority, council, etc:  

Address:  

Telephone:  

E-mail:  

To return this form, please post it to ESPO (Competition & Services) 
 Barnsdale Way 
 Grove Park 
 Enderby 
 Leicester LE19 1ES 

Alternatively, please fax to  0116 294 4398  or email to  s.burton@espo.org 

 
ESPO ACKNOWLEDGMENT (To be completed by ESPO) 

Name:  Position:  

Signature:  Date:  
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