19/09/2019
Dear,
ATISN 13380- FOI Request –Telephone maintenance contract
Thank you for your request which was received by the Welsh Government on 2 September
2019.
Please refer to our response to your earlier request, responded to under ATISN 13165, as
this information is still valid.
I have set out at Annex 1, the questions you submitted. The new information you have
requested is provided within Annex 2.
If you are dissatisfied with the Welsh Government’s handling of your request, you can ask
for an internal review within 40 working days of the date of this response. Requests for an
internal review should be addressed to the Welsh Government’s Freedom of Information
Officer at:
Information Rights Unit,
Welsh Government,
Cathays Park,
Cardiff,
CF10 3NQ
or Email: Freedom.ofinformation@gov.wales
Please remember to quote the ATISN reference number above.
You also have the right to complain to the Information Commissioner. The Information
Commissioner can be contacted at: Information Commissioner’s Office,
Wycliffe House,
Water Lane,
Wilmslow,
Cheshire,
SK9 5AF
However, please note that the Commissioner will not normally investigate a complaint until it
has been through our own internal review process.
Yours sincerely,

Annex 1
I would like to request information under the Freedom of Information Act. The information
that I require relates to a specific telephone maintenance contract.
The contract information sent by the organisation previously has now expired please can
you provide me with a new update of the telephone maintenance contract:
Please can you send me the following contract information with regards to the
organisation’s telephone system maintenance contract (VOIP or PBX, other) for hardware
and Software maintenance and support:
1. Contract Type: Maintenance, Managed, Shared (If so please state orgs)
2. Existing Supplier: If there is more than one supplier please split each contract up
individually.
3. Annual Average Spend: The annual average spend for this contract and please provide
the average spend over the past 3 years for each provider
4. Hardware Brand: The primary hardware brand of the organisation’s telephone system.
5. Number of telephone users:
6. Contract Duration: please include any extension periods.
7. Contract Expiry Date: Please provide me with the day/month/year.
8. Contract Review Date: Please provide me with the day/month/year.
9. Application(s) running on PBX/VOIP systems: Applications that run on the actual PBX or
VOIP system. E.g. Contact Centre, Communication Manager.
10. Telephone System Type: PBX, VOIP, Lync etc
11. Contract Description: Please provide me with a brief description of the overall service
provided under this contract.
12. Go to Market: How where these services procured, please provide me with either the
tender notice or the framework reference number. Please specify if procured through other
routes.
13. Contact Detail: Of the person from with the organisation responsible for each contract
full Contact details including full name, job title, direct contact number and direct email
address.
If the service support area has more than one provider for telephone maintenance then can
you please split each contract up individually for each provider.
If the contract is a managed service or is a contract that provides more than just telephone
maintenance please can you send me all of the information specified above including the
person from with the organisation responsible for that particular contract.
If the maintenance for telephone systems is maintained in-house please can you provide
me with:
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1. Number of telephone Users:
2. Hardware Brand: The primary hardware brand of the organisation’s telephone system.
3. Application(s) running on PBX/VOIP systems: Applications that run on the actual PBX or
VOIP system. E.g. Contact Centre, Communication Manager.
4. Contact Detail: Of the person from with the organisation responsible for telephone
maintenance full Contact details including full name, job title, direct contact number and
direct email address.
Also if the contract is due to expire please provide me with the likely outcome of the expiring
contract.
If this is a new contract or a new supplier please can you provide me with a short list of
suppliers that bid on this service/support contract?
I’m happy to receive this information on an email.
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Annex 2
1.Contract Type: Maintenance, Managed, Shared (If so please state orgs) – Support
2.Existing Supplier: If there is more than one supplier please split each contract up individually. – The existing
supplier is Bloom who sub-contract to Mitel Networks Ltd.
3. Annual Average Spend: The annual average spend for this contract and please provide the average spend
over the past 3 years for each provider - £311,417.57
4.Hardware Brand: The primary hardware brand of the organisation’s telephone system. – Mitel
5. Number of telephone users: 5900
6. Contract Duration: please include any extension periods. 12 months plus option to extend 6 months
7. Contract Expiry Date: Please provide me with the day/month/year. 30th/June/2020
8. Contract Review Date: Please provide me with the day/month/year. 31/March/2020
9. Application(s) running on PBX/VOIP systems: Applications that run on the actual PBX or VOIP system. E.g.
Contact Centre, Communication Manager.
Mitel MiVB
Mitel MiCC
10. Telephone System Type: PBX, VOIP, Lync etc
VOIP
11. Contract Description: Please provide me with a brief description of the overall service provided under this
contract. A 2nd line technical support managed service is required to ensure that the Welsh Government’s
(WG) telephony services have the appropriate level of reactive and proactive maintenance, providing
stability and continuity of services. The supplier will provide restoration of core telephony services in the
event of failures and will service requests for routine telephony related line provisioning and changes, in
addition to the proper management of WG call centres, hunt groups and software updates.
12. Go to Market: How where these services procured, please provide me with either the tender notice or
the framework reference number. Please specify if procured through other routes. These services were
procured via a mini competition under the ADIRA Framework NPS-ICT-0075-17.
13. Contact Detail: Of the person from with the organisation responsible for each contract full Contact details
including full name, job title, direct contact number and direct email address.
David Nicholson
Head of Commercial & Procurement ICT
david.nicholson@gov.wales
03000 257310
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If the service support area has more than one provider for telephone maintenance then can you please split
each contract up individually for each provider. n/a
If the contract is a managed service or is a contract that provides more than just telephone maintenance
please can you send me all of the information specified above including the person from with the
organisation responsible for that particular contract. n/a
If the maintenance for telephone systems is maintained in-house please can you provide me with:
1. Number of telephone Users:
2. Hardware Brand: The primary hardware brand of the organisation’s telephone system.
3. Application(s) running on PBX/VOIP systems: Applications that run on the actual PBX or VOIP system. E.g.
Contact Centre, Communication Manager.
4. Contact Detail: Of the person from with the organisation responsible for telephone
maintenance full Contact details including full name, job title, direct contact number and direct email
address. n/a
Also if the contract is due to expire please provide me with the likely outcome of the expiring contract.
If this is a new contract or a new supplier please can you provide me with a short list of suppliers that bid on
this service/support contract? n/a
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