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What’s covered?
The framework provides access to, and is structured to capture all related technology enabled care solutions, including 
current, new and developing technologies, equipment and services, assuring delivery of futureproofed solutions throughout 
the duration of the framework agreement.

The framework includes for but is not limited to; optional call off arrangements and bespoke ordering solutions delivered by 
experienced, reputable suppliers with expertise and knowledge across lots.

This framework is accessible to all PfH Members across England, Wales, Northern Ireland and Scotland on a national basis 
and the Wider Public Sector (“Contracting Authorities”) permitted to use the framework and provides a compliant route to 
market whilst delivering excellent value.

Lot structure 
Lot 1 Telecare: Equipment and Associated Services

Lot 2 Telehealth Solutions

Lot 3 Monitoring Services and Solutions

Lot 4 Combined Telecare Equipment and Monitoring Services and Solutions

Lot 5 Call Monitoring and Data Applications, Software and Cloud Based Services

Lot 6 Integrated Managed Services

Lot 1 – Telecare: Equipment and Associated Services

Lot 1 will provide members a full range of telecare solutions, in addition suppliers will provide a range of optional 
associated services: Equipment and services from ad-hoc requirements, scheduled annual service and maintenance, 
hardware and software solutions, installations, commissioning and training.

In addition to equipment-based solutions this lot provides a range of additional optional, associated services, these 
include; surveying and product advisory services, design services, project/asset management and rental options.
Members will therefore benefit from a full range of equipment and products, associated services and high quality, value for 
money solutions, advise and support which will include but not be limited to:

Equipment Supply:

Warden Call and Call Centre Equipment, including but not limited to:
Servers - Voice Recorders/Cards - Associated Hardware / Software – Licences - Installation, Commissioning & Training

Telecare Equipment, including but not limited to:
Dispersed Alarms - Fall Detectors - Pendants; Touch, Ceiling - Fire Alarms - Smoke Detectors/Alarms - Heat Detectors/
Alarms - Flood Detectors - Carbon Monoxide Detectors - Temperature Sensors - Pager Equipment - Gas Detectors/Alarms - 
Pull Cords - Occupancy Monitors - Motion Sensor Equipment - Sensory Equipment, i.e., Epilepsy, Enuresis - Location Devices 
- Door Alarms - Environmental Products and Controls - Associated Personal Telecare Products - Associated Equipment for 
the Disabled - Medication Dispensers - Associated Hardware / Software - Installation, Re-programming, Commissioning & 
Training and includes for all peripherals and consumables directly related to the above telecare products.

Technology and Telephony Equipment, including but not limited to:
Interconnectivity with third-party applications via (FTP, API or other technologies) - Secure transferring of Data and Data 
Management - Session Initiation Protocol (SIP), Voice over Internet Protocol (VOIP) connectivity - Other connectivity’s 
required for the provisions of the product or services 

Nurse Call and Paging Equipment, including but not limited to:
Display Panels - Call Point/Call Logging Equipment - Audio Visual Displays - Pager Equipment - Sensors and Monitoring and 
Movement Equipment

Additional associated Product and Service Elements, which may include but not be limited to:
Equipment removal and disposal - Installation services, including programming and reprogramming - Design services 
- Servicing, Repairs, Callouts and Maintenance – Surveying - Advisory and Consultancy Services - Project Management - 
Asset management - Supply of leased equipment - Mobile devices, e.g., mobile phones, laptops, computers, Sim Cards, 
tablet computers for the purpose of delivering telecare solutions - Installation and deployment of associated applications 
and software i.e., Device Management Platforms, Responder Applications



Lot 2 – Telehealth Solutions

Lot 2 provides members with a full range of telehealth solutions. The primary objective of this service is the delivery of 
telehealth and remote patient monitoring with services developed to deliver proactive and preventative solutions 24/7 365 
day via an accessible application monitoring/input service.

Additionally, this lot allows members to purchase a range of optional associated equipment and services, therefore 
members will benefit from a full range of available products and support services these will include but not be limited to:

Telehealth and Remote Patient Monitoring Services, including but not limited to:
Provision of cloud-based Telehealth applications and software: Software as a Service (SaaS), Platform as a Service (PaaS) 
– Patient Monitoring Solutions (long and short term) – Virtual Ward Solutions – Video calling/recording – A full range of 
system solutions to support all associated telehealth requirements 

Technology and Telephony Equipment, including but not limited to:
Applications and software – Third-party interconnectivity via FTP, API, AI – Secure data transfer and data management – 
Connectivity via a range of technologies - Personal applications, hosting/comms

Additional associated Product and Service Elements, including but not limited to:
Out of Hours monitoring/contact centre – Installation and programming services – Design services – Servicing, repairs, 
calibration – Advisory and Consultancy Services – Project/Asset Management – Installation, commissioning and training 
– Language services – Alarm Receiving Centre (ARC) services – Primary/Secondary response services – Mobile devices; 
phones/laptops

Telehealth Equipment, including but not limited to:
Dispersed Alarms - Fall Detectors - Pendants: Touch, Ceiling - Pager Equipment - Pull Cords - Occupancy Monitors - Motion 
Sensor Equipment - Sensory Equipment, i.e., Epilepsy, Enuresis - Location Devices - Medication Dispensers - Blood glucose 
monitors - Home hubs - Licences and content - Blood glucose/pressure monitors - Body mass index (BMI) monitors - Cardiac 
arrhythmia monitors - Electrocardiogram (ECG) devices for patient use - Medication reminder systems - Prothrombin ratio 
(PR) and international normalised ratio (INR) devices - Pulse oximeters – Spirometers - Personal temperature monitors - 
Personal weighing scales and any peripherals and consumables directly related to telehealth products

Lot 3 – Monitoring Services and Solutions

Lot 3 will provide members a full range of monitoring solutions delivered by fully trained and vetted call handling 
operatives delivering the provision of call monitoring services from a range of devices or sensors, including but not limited 
to dispersed alarms, telecare/telehealth devices, door entry and access control systems, fire alarm monitoring, intruder 
alarms, lifts and group living schemes. 

This lot aims to capture those member specific monitoring requirements and deliver an efficient route to market.

Service Provisions, including but not limited to:
A 24/7 365-day monitoring service – Out of hours monitoring / contact centre - Emergency Home Response, escalation to 
relevant third parties (nominated persons/organisations) - Reprogramming (virtual and physical) - Test Calls – Reporting 
- Provision of Reassurance/Welfare Calls - Systems integration solutions - Secure Data migration - Ongoing database 
management - Equipment supply in relation to call monitoring services - General inbound/Outbound call services

Technology and Telephony Equipment, including but not limited to:
Applications and software – Third-party interconnectivity via FTP, API, AI – Secure data transfer and data management – 
Session Initiation Protocol (SIP), Voice over Internet Protocol (VOIP) connectivity - Connectivity via a range of technologies

Additional associated Product and Service Elements, including but not limited to:
Telehealth monitoring services - Emergency response services: Lifts - Primary response services - Secondary response 

services - Provision of additional language services



Lot 4 – Combined Telecare Equipment and Monitoring Services and Solutions

Lot 4 will provide members a full range of national solutions combining elements of both Telecare products and services as 
detailed within Lot 1 - Telecare; Equipment and Associated Services and Lot 3 Monitoring Services and Solutions Scope and 
as contained within this document.

Lot 5 – Call Monitoring and Data Applications, Software and Cloud Based Services

Lot 5 will provide members a range of call monitoring, data applications, software and cloud-based services capturing the 
continuous evolving of telecare and telehealth requirements/solutions. 

Cloud Based Applications and Software Service Provisions, including but not limited to:
Software as a Service (SaaS) - Software on a license basis for monitoring and analytics (where appropriate) – Platform 
as a Service  (PaaS) - Out of Hours support provision to be available where required by a PfH member - Interconnectivity 
with third-party applications via (FTP, API or other technologies) - Secure transferring of Data and Data Management – 
Connectivity and/or third party collaboration to deliver solutions via; Session Initiation Protocol (SIP), Voice over Internet 
Protocol (VOIP), Cellular (NB-IoT, LTE-cat N,LTE-M, 2G, 4G, 5G, EC-GSM-IoT), LoRa WAN, BLE, RFID, WiFi, e-sim, Geolocation: 
E.G Atlas / Wi-Fi / GPS (or other)

Product and Service Elements, including but not limited to:
Collaboration with third party organisations - Appropriate solution design advisory service - Maintenance, and servicing 
of the solution on a fully inclusive basis - Device connectivity testing - Data transfer via an API, or other appropriate and 
secure data file transfer methods and processes - Installation and deployment solutions, including remote support and 
troubleshooting - Aftersales support, including the operation of a Customer helpdesk and first line support

Additional associated Product and Service Elements, including but not limited to:
On -site installation services, support and connectivity resolution - Support and/or deliver integration with other 3rd party 
solutions, applications and/or systems e.g., analytics applications, housing management systems, Asset Management 
Systems - Software development services - Provision and supply of associated devices and other hardware - Appropriate 
and secure disposal services, including the provision of data disposal and erasing of data - Remote or physical 
configuration of gateways/devices and/or reconfiguration based upon supplier security and/or Customer and or ARC 

protocols

Lot 6 – Integrated Managed Services

This Lot offers managed services for the design, implementation, benefits realisation and continuous improvement of 
integrated telecare and telehealth solutions. 

The products and services required to deliver an operational and integrated managed service will mainly be drawn from 
the products and services associated with a combination of Lots 1, 2, and 3 with the addition of wraparound services and 
third-party products to supplement a fully managed integrated service to meet member needs.

Managed Service Elements, include but are not limited to:
Consultancy and Design - Stakeholder Engagement - Customer/group identification - Existing service mapping - Predictive 
modelling - Solution design and costing - Outcome based delivery methodology - Risk stratification - Business Case 
development and delivery to include patient focussed outcomes and clearly defined financial benefits - Implementation and 
Benefits Realisation - Bespoke project design, management and associated governance - Software design, implementation, 
migration and delivery - Product provision, implementation, integration and delivery - Third party product provision, 
implementation, integration and delivery - Training design and delivery - Benefits realisation monitoring and reporting - 
Contract Management, Monitoring and Continuous Improvement - Performance and Quality Management - Continuous 
improvement methodology, identification, costing and delivery - Customer (patient) support, feedback and satisfaction 
reporting - Account management

PfH Members can choose to call off elements of the above scope according to their requirements, therefore, call-off 
contracts under the Integrated Managed Services Lot may include some or all of the above services. 



Suppliers

Rank
Lot 1  

Telecare: Equipment and 
Associated Services

1 Legrand Electric Ltd – trading as Tynetec 

2 Tunstall Healthcare (UK) Ltd

3 Chubb Community Care

4 Appello Smart Living Solutions Ltd

5 Doro Care UK – trading as Careium

6 Chiptech International Ltd

Rank
Lot 2

Telehealth Solutions

1 Tunstall Healthcare (UK) Ltd

Rank
Lot 3 

Monitoring Services 
and Solutions

1 Appello Smart Living Solutions Limited

2 Astraline (TEC) Limited

3 Tunstall Healthcare (UK) Limited

4 Progress Lifeline

5 Doro Care UK – trading as Careium

Rank
Lot 4

Combined Telecare 
Equipment and Monitoring 

Services and Solutions

1 Appello Smart Living Solutions Limited

2 Tunstall Healthcare (UK) Limited

3 Doro Care UK – trading as Careium

Rank
Lot 5

Call Monitoring and Data 
Applications, Software and Cloud 

Based Services

1 ChubbCommunity Care

2 Tunstall Healthcare (UK) Limited

3 Appello Careline Limited

Rank
Lot 6

Lot 6 – Integrated 
Managed Services

1 Tunstall Healthcare (UK) Limited



Tender & evaluation process 
Technologies for Independent Living: Telecare, Telehealth is a new iteration of the previous framework which is the result 
of an extensive pre-tender engagement exercise carried out to ensure that it is aligned as closely as possible with our 
Members requirements and captures new and evolving technologies.

The first stage of the exercise was to gather information from existing and potential PfH Members around their current 
requirements for telecare/telehealth solutions. From the discussions and information gathered, along with market analysis, it 
was agreed that the new framework needed to offer members a wider scope of solutions and an enhanced level of choice 
regarding telecare and telehealth equipment, services and solutions. 

In addition to member feedback, robust market research and analysis led us to applying additional lots in order to capture 
new and emerging technologies and enhanced product offerings across all lots, offering the member an extensive range of 
solutions. As such the framework comprises of 6 (six) lots offering expanded services and multiple buying options with each 
lot supported by a defined Level of Service.

The evaluation of this framework addressed key criteria, including, Account Management, Social, Community and 
Environmental Benefits,  Service Delivery and Engagement, Digitalisation, New and Emerging Technologies. Additionally, lot 
specific quality questions were applied addressing detailed requirements and capturing the scope.

The documents were advertised via the Find a Tender service (FTS)  as an open procedure. The contract notice was issued 
on 29 March 2023.

The contract notice resulted in 13 bids with 11 suppliers passing the selection stage. Lots 1, 2, 3, 4 and 5 were evaluated on 
a 60/40 qualitative / commercial split, Lot 6 was evaluated on a 70/30 qualitative / commercial split with a minimum quality 

threshold of 50% set across all lots.

Benefits /value delivered 

•	 Suppliers under each lot & region ranked to provide direct award and mini competition routes to market
•	 Fully out-sourced solution available as well as top-up provisions to existing in-house (DLO) teams
•	 National and regional contractors available via regional split under lots 1 to 4
•	 Fully procured, compliant route to market
•	 Tendered with M3NHF version 7.2
•	 Financial checks carried out on all suppliers

How we manage your contract
Our team is on hand to support you throughout the procurement process either acting as an 
extension of your internal procurement process or as a fully outsourced solution dependent upon your 
requirements; providing hands on category expertise and support to aid the delivery of an optimal 
contract environment. 

We will manage the tender process with you right through to contract award to ensure you get the 
most competitive pricing and best service delivery from our suppliers based on your specific needs. 

Our bespoke platforms and data rich environment enables us to interrogate contracts to give you to 
tools to drive value through the life of the agreement, tackle non-compliance, undertake trend analysis 
and standardise product ranges to improve the bottom line.



How to access the framework 

Member provides detailed scope of 
works to eligible supplier

Supplier issues proposal to Member

PfH offer template call-off 
documentation and specification 

assistance if required

If Member is satisfied with proposal, 
proceed with call-off process

Tender issued to all suppliers

Contract award

Direct Award Mini-competition

Contract award

Once a Member, PfH will provide further information 
on the two procurement options available: 

direct award and mini-competition

Contact PfH to discuss the 
framework and your 

requirements

Establish whether the framework 
is suitable for your specific 

requirements

Find out if you are already a 
Member of PfH. If not, complete a 
Membership form (visit www.pfh.
co.uk) and return as instructed in 

the form

Step
1

Step
2

Step
3

Step
4

Tender evaluation process - PfH can 
offer support and assistance where 

needed
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Who can use the framework?

This Framework may be used by any contracting authority 
referred to in the FTS Notice and/or listed below:
•	 PfH Members
•	 Registered Social Landlords 
•	 Local Authorities 
•	 Arm’s Length Management Organisations 
•	 Police
•	 Fire & Rescue
•	 Universities & Further Education Establishments
•	 Registered Charities
•	 Subsidiaries of the above 

Not a Member? Not a problem

Membership is open to all housing associations and 
local authorities, regardless of size. Once signed up, 
Members can access any of our procurement services 
from frameworks, to consultancy, to data services. 

Click here for more information on how to become a 
PfH Member. 


