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Introduction 

This document provides full details of the Client’s requirements for the provision of maintenance of 
home Domiciliary Ventilators and associated equipment. The contract will also include provision of, 
battery packs, batteries, battery charging units, service kits and humidification units. These will be 
invoiced for in addition to the fixed price contract cost. The equipment listed is subject to amendment 
during the contract term.  

Any additional costs for repairs must be sent to the Client to review and approve before any repair 
work is carried out. The list of spare parts for these devices is detailed in the ‘ad hoc’ tab in the 
accompanying pricing schedule ‘appendix 1. The Client expects all bidders to submit a price for these 
additional parts for review during the evaluation.  

If it is deemed the device is beyond economical repair, the Client may decide to scrap it. In other cases, 
if it is deemed cost effective, the Client may approve the additional parts spend to keep the asset is 
use. 

The bidder is to complete all sections in the accompanying Invitation to Tender document (ITT), and 
provide pricing in the attached Pricing Schedule Appendix 1 based on the following Specification of 
work. 

The winning Contractor is responsible for ensuring that all equipment is maintained to the following 
specification as required by the Client. 

Contract overview 

Guy's and St Thomas' NHS Foundation Trust – Royal Brompton and Harefield Hospitals “Client” is 
seeking to contract for the provision of a service to ensure their equipment is kept in a safe and reliable 
working order and operating with optimum efficiency.   

The winning Contractor must provide the service in accordance with the original equipment 
manufacturers (OEM) recommendations and the requirements set out in this Technical Specification.   

This includes the following: 

 Service / Maintenance visits (frequency and detailed requirements set out below) 
 Reactive call outs in accordance with requirements set out below  
 Replacements when required  
 Telephone advice 
 Spare parts and internal filters 

 
The Client reserves the right to add or remove equipment if required during the contract term 

Lots 

This procurement is being run in one Lot.  
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Contract period 

The agreement is intended to remain in force for a period of five years, with a break clause at the end 
of the third and fourth year. At each point the Client will review the contract and confirm if they intend 
to enter into the fourth and fifth year of the agreement. The contract will start on 01/04/2022. 

Location 

The area to be covered by the service includes all the UK, including Isle of Wight, but excluding 
Northern Ireland.  

Most of the ventilators are located with patients in the community who, based on their dependency 
may have one or two ventilators and any associated equipment. Patients advise the Client directly if 
they are going to move the ventilator to another location, e.g., if the patient goes into respite.  The 
Client will then advise the Contractor accordingly.  

If changes in location are not recorded in this way, the Contractor must use NHS N3 spine to obtain 
the patient’s new location through their updated details. Sometimes it is possible to obtain the 
information directly from the patient. The Client can also share the information via an order form sent 
to the Contractor after the Patient has been seen in Clinic. All patient records must always be kept up 
to date.   

Number of Patients 

There are approximately 2,605 ventilators in use under this contract. This has remained static for the 
past 10 years.  

Currently, 430 patients have multiple devices. This number will fluctuate, and devices may change 
depending on needs.   

The Clinicians decide, based on priority, whether the patient is deemed as high risk and will 
communicate this to the Contractor on a case-by-case basis.  

Working hours 

A 24-hour 365 day a year service is required.  

Normal working hours are deemed to be Monday to Friday 9:00am – 5:00pm, excluding public 
holidays. 

Pool Stock  

A stock of ventilators is to be provided by the Client and kept with the Contractor. This equipment is 
to be used solely by the Client’s patients only.  

All pool stock requires a full inspection and service before it can be used by a patient and must be 
ready to distribute immediately when required.  

Some on-site devices require servicing before allocation (e.g., returned devices which will be required 
for re-use).  
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Pool stock is held with the Contractor for their Technicians to use. The Client will also hold stock of 
ventilators to give out to new patients in clinic. The Contractor will be required to go to the Royal 
Brompton and Harefield Hospital sites once each week to ensure all ventilators held in stock by the 
Client have been serviced. If a service is due, this must be carried out at the hospital site.   

It is the Contractor’s responsibility to provide reports informing the Client of the numbers and types 
of stock held on their premises and if all servicing is up to date.  Reports will be shared during each 
quarterly review meeting, or on request by the Client. 

Patient Confidentiality 

Patient confidentiality must always be maintained. No circulars or questionnaires are to be distributed 
to patients, relatives, carers, or GPs without prior agreement of the Client and the patient. The 
company must always strictly adhere to the GDPR requirements and data protection to protect 
sensitive patient data. 

Enhanced DBS 

You are required to ensure all staff or persons performing any part of the contract has a standard 
disclosure from the Disclosure and Barring Service (DBS). The winning bidder may be required to 
provide the 12-digit reference number, full name, and date of birth of all staff who will be performing 
the contract. The Client reserves the right to carry out a status check for these members of staff. 

Business Continuity 

You are required to maintain a detailed and current business continuity plan which must be available 
on request. 

Additional Costs Recording  

You are required to keep detailed records and provide reporting if requested by the Client of any ad-
hoc additional spend invoiced during the contract period. Records will need to include:  

1. Total amount invoiced including breakdown of costs 
2. Number of hours including whether in or out of normal working hours  
3. Parts supplied including type and number 
4. Details of Technician attending  

Contract Requirements 

The Client requires a planned preventative maintenance contract, including emergency call outs and 
a repair service.  The following needs to be undertaken: 

Scheduled service visits 
 
Scheduled maintenance to be carried out by trained and certified engineers who will visit the patient’s 
home (or site of use) at set intervals (equipment specific) to perform: 
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1. Annual planned preventative maintenance for all equipment on contract according to OEM 
guidelines and EU safety considerations, during normal working hours 

2. All routine parts must be replaced in line with OEM recommendations. This must include, but 
not be limited to, filters, batteries, service kits, blowers, seals, and Oximeter Sensors. In 
addition, electrical safety checks are required on every service visit, as are pressure checks, all 
cleaning, verification, and fault finding with the patient. The Client must also be informed of 
the condition of the masks and consumables by the Contractor 

3. Annual Electrical safety check  

a) Inspection and operating test in the presence of the user or their representative to 
prove the work has been completed 

b) Mains powered equipment not identified as requiring any routine maintenance 
requires an annual electrical safety test to the appropriate IEC Standard (60601 or 
62353) and included in the report as completed 
 

4. Quality Assurance checks following repair or maintenance of equipment 
5. During each service visit, please record the number of hours run, current settings and most 

recent service dates. This data must be reported to the Client weekly as it is often needed by 
the consultant during clinic.  For ventilators with memory cards, data must be returned to the 
Client every two weeks  

6. Action Safety Notices in line with OEM recommendations 
7. Mandatory upgrades 
8. A clean procedure must be used to ensure all works are carried out to ensure the safety and 

protection of staff 
9. In the event the patient requires a second ventilator, the cost for transport for the device to 

the patient will be included in the cost of the contract 
10. Private patients may, from time to time, be included in this contract 

Arranging a Scheduled Visit  
The Contractor will provide the Client with a monthly forecast of the planned maintenance for the 
month ahead. The report must include specification information of the units to be serviced. 

The Contractor will schedule the planned preventative maintenance in advance with the patient.   

Three attempts to contact the patient must be made at different times over a two-week period. If the 
Contractor is not be able to contact the patient, they need to inform the Client immediately. Please 
refer to the Process Flow provided – Appendix 2. 

Service/Fault Records 

The engineer must provide a service record following each Planned Preventative Maintenance (PPM) 
visit or call-out. In the event the device is changed, the serial number of the new device installed must 
be communicated to the Client with a copy of the service record.  

The following information must be recorded: 

A summary report will be required monthly in line with KPIs. 

 Date & time of fault-call logged (if applicable) 
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 Time of arrival & departure 
 Client asset ID 
 Serial number 
 Number of hours on device (where applicable) 
 Details of work carried out including parts replaced 
 Copy of completed service check list 
 Details of replacement equipment left with patient, including serial number, asset ID and 

current number of hours on loan device (where applicable)  
 Serial number and Client equipment ID of all other devices with patient so these can be 

tracked  
 Any additional information regarding the state of the equipment 

Phone support 

Telephone support must be provided 24/7 and included in the fixed price of the contract. The current 
process for reporting faults is for the Patient to contact the Hospital, and the Hospital to contact the 
Contractor. 

Reporting a fault 

Patients will contact the Client directly to report a fault; the call handler will prioritise the call based 
on level or urgency and contact the Contractor to arrange for an engineer to attend. Please refer to 
Appendix 3 for the process to be followed. The Client will complete a document for their internal use; 
Appendix 4. 

If a patient contacts the Contractor directly to report a fault, please direct the patient to the Client 
helpdesk for the call to be logged in the required way – 0207 351 8020. 

If the Contractor finds a fault outside of the scope of the contract during a visit, please contact the 
Client directly – 0207 351 8020. 

Spare Parts 

Included: 

 All spare parts to be included to complete the preventative maintenance for each device 
 Replacement filters 
 All spare parts must be new OEM or new non-OEM and have full traceability – a monthly 

report detailing spare parts used is to be provided to the Client by the Contractor 
 Oxygen Sensors are to be included within the contract price where this is required 
 For ventilators which have a modem; the modem on the existing ventilator needs to be fitted 

to the replacement ventilator in the event the machine is replaced.   
 Delivery of a second ventilator included in the cost of the contract. Currently 13% of patients 

have more than one ventilator at the same address.  

All other spare parts will be charged in addition to the fixed price of the contract.  
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Additional Costs 

The items must be made available during the contract if required. These items will be charged as an 
additional cost to the contract, and be invoiced separately, quarterly in arrears.  

All additional costs must be provided in the accompanying pricing schedule Appendix 1: 

 Workshop equipment as detailed in the accompanying pricing schedule ‘appendix 1’, for 
example SD cards 

 The unit cost of replacement batteries  
 Service kits for the major three-year service on Nippy Clearways 
 10,000-hour service kits on Nippy and Nippy 3+ 
 20,000-hour blower service on Vivo 40 and Vivo 50  
 Alarm and memory battery at 5 years on Vivo 65 
 30,000-hour blower replacement on Vivo 65  
 20,000-hour blower replacement for Nippy 4 and Nippy 4+ 
 Humidifier temperature probes  

This is not guaranteed work and the Client reserves the right to procure this additional equipment 
from another Contractor. 

Reactive call outs & response times  

Please refer to Appendix 5. 

The Client must be able to report a fault 24/7.  

 Level 1 = One night (24/7) 
 Level 2 = Two nights (24/7) 
 Level 3 = Three nights (24/7) 

The Client reserves the right to alter the urgency level of patients according to medical circumstances 
with immediate effect. 

During emergency calls the equipment malfunction must be corrected. If this is not possible, it must 
be replaced with a like-for-like replacement, or similar model (ONLY if discussed and agreed with the 
Client to ensure patient compatibility). 

The Contractor must keep a pool stock of equipment in the likelihood a replacement is required.   

Most emergency calls from patients will be received by the Client and passed to the Contractor 
between 07:30am and 6:00pm. There will, on occasions, be calls out of hours in the case of an 
emergency.  This will include weekends and Bank Holidays. 

If there are any known risks to engineers including mental health considerations, the Client will 
highlight these to the Contractor. 

Please refer to Appendix 6 for potential call-out situations for engineers.  
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The Contractor will notify the Client immediately if the patient or carer has difficulties operating 
ventilator equipment, or the problem is related to the patient, rather than equipment malfunction.  

In urgent cases, the Contractor must call 999.  

If equipment cannot be repaired on site, it must be taken away and repaired off-site. In which case 
the following must apply: 

 Replacement equipment must be provided while a repair is completed off-site and must 
remain in place until the original equipment is repaired and returned to the patient.  

 Engineers are required to carry like-for-like replacement parts, suitable for use on the machine 
being serviced or repaired when attending a call-out, this includes but is not limited to 
batteries and humidifiers.  

 If equipment is swapped or replaced the Contractor must ensure the patient or carer has the 
required battery replacement, humidifiers and compatible consumables required. In addition, 
the engineer must ensure the patent or carer has the basic knowledge to use the new machine 
efficiently to avoid any operational issues.   

Warranty Equipment 

The Client will provide a monthly report with purchased and commissioning dates of new pieces of 
equipment so the Contractor can forecast PPMs for period ahead. The Client will provide details of 
warranty lengths for equipment from the OEM.   

When warranty equipment is purchased, the Contractor will be required to carry out scheduled PPMs 
and electrical safety checks at the first service interval. The Client will provide warranty end dates to 
the Contractor when the equipment is commissioned (allocated to a patient). 

If warranty equipment is removed from a patient, it is imperative the number of hours used is logged. 
The same applies when loan equipment is put in place and again when the original device is returned. 

New Patients  

Please refer to Appendix 7. 

Collection of Ventilator Equipment 

The Contractor collects equipment from patients’ homes in the event of discharge or the patient has 
deceased.  The equipment is checked, cleaned, serviced (if required) and added to the pool stock ready 
for use on another patient. This must be carried out within two weeks from receiving collection 
notification. The Contractor will also be informed monthly of any patients/equipment who have been 
discharged, have deceased or their machine has been exchanged or upgraded. 

Deceased Patients 

All data must be kept for 21 years following the death of a patient. 

Discharged Patients 

All data must be kept for 7 years following the discharge of a patient. 
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Complaints  

The Contractor will keep a written record and inform the Client within 24 hours of a complaint being 
made. Any complaints made will be reviewed and discussed with the Client during the quarterly 
meeting 

Any complaints regarding the delivery or service received from patients by the Client will be forwarded 
in writing to the Contractor. 

The Contractor must provide a written resolution within two weeks to all complaints. 
 
Adverse Incident / Untoward Event 

The Contractor will keep a written record and inform the Client within 24 hours of the Contractor 
becoming aware of any adverse event.   

The Contractor must provide a complaints procedure and incidents reporting procedure. The Client 
will share their incident policy and serious untoward incident policy with the Contractor, and they 
must adhere to these policies.  

Training 

Engineers must be suitably trained to provide maintenance and repair work on the equipment in this 
contract as detailed in Appendix 1. 

Contractors Responsibility (Staff / personnel) 

While on the premises or in patients’ homes, the Contractor shall comply, and shall ensure that its 
staff complies, with the requirements of the Health and Safety at Work Act 1974 and other relevant 
legislation, including regulations and codes of practice issued thereunder and with the authority's own 
policies and procedures.  

All new Contractors attending site for the first time must go through a local site induction. 

All Contractors must report to Centre for Sleep, Royal Brompton Hospital, before commencing work 
on the hospital site during normal working hours.  It is imperative that all Contractors also sign in/out 
from the hospital site.   

For out of hours call outs, the Contractor must report to the location of the unit where they must 
report to the Nurse in Charge. 

Visits to the locations are not permitted without the consent of the authorised officer or as pre-agreed 
in the event of attending a patient’s home. 

The Contractor must provide its staff with a form of identification that is acceptable to the Client which 
staff must always wear and display on their clothing when they are on the Clients premises or 
attending patients’ homes.  
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Contractor’s Tools and Equipment 

The Contractor must provide all necessary transport and equipment, including but not limited to; 
tools, instruments, test kits, PPE, access equipment, temporary barriers, and signage, and first aid 
equipment that is necessary to carry out the work safely and as detailed in the Control of Contractors 
documents. Considering the COVID-19 pandemic of 2020, all engineers must ensure they are always 
fully equipped with full PPE when carrying out all duties under this contract. 

Contractors are required to call ahead to confirm their visit, whether that is to the patient’s home or 
the hospital site and is required to provide all necessary equipment to carry out works. This must also 
include the required spare parts to carry out the service or repair, consumables, and batteries. 

All equipment must be safety checked and within its required service date. Test equipment must be 
routinely calibrated in line with manufacturers’ recommendations; if out of calibration the test 
equipment must be removed from service until it is brought up to date. The Client reserves the right 
to request evidence of service dates. 

Documents 

A copy of the Contractor’s single working policy is required on award of contract. 

Additional costs – recording 
You will be required to keep detailed records and provide reporting if requested by the Client of any 
ad-hoc additional spend invoiced during the contract period. Records will need to include:  

1. Total amount invoiced including breakdown of costs 
2. Number of hours including whether in or out of normal working hours  
3. Parts supplied including type and number 
4. Details of Technician attending  

You are asked in the SQ to provide confirmation you can record this information during the contract 
period. If you are unable to provide confirmation you will be excluded from the procurement process.  

Disclosure and Barring Service 

You are required to ensure all potential staff or persons performing any part of the service contract 
have a standard disclosure from the Disclosure and Barring Service (DBS).  

You are asked in the SQ to confirm you will be able to provide a 12-digit reference number, full name, 
and date of birth of all staff who will be performing the contract. The Client reserves the right to carry 
out a status check for these members of staff. 

If you cannot confirm they have or will obtain an enhanced DBS or cannot provide a list of the DBS 
reference numbers, full names and date of birth details of staff who will be performing the contract 
you will be excluded from the procurement process.   

KPI Measurements 

See Appendix 8. 
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The reports can be amalgamated into one overall report. 
 
The Client will review the reporting process at the joint regular review meetings with the Contractor 
to ensure the reporting process continues to be suitable for the service. 
 
Review Meeting 

The Client requires an implementation meeting with the winning Contractor to be carried out at the 
start of the contract.  This will include a site visit and induction. 
 
The Client requires a quarterly review meeting. The schedule must be agreed at the initial 
implementation meeting and the Contractor is responsible for contacting the Client to make the 
arrangements. 
 
The agenda of these meetings shall be based upon the Contractor’s Reports and the maintenance 
programme and will typically cover: 
 

1. Discussion and agreement of any proposed changes to the Contractor’s team including any 
additional site-specific training needs.  

2. Review of the Contractors performance against the following:  
a. PPM completion according to programme  
b. PPMs not completed and the reasons why 
c. Response and resolution times for non-planned work 
d. Review and agreement of the routine service work completed 
e. Review of work not completed and reasons why 
f. Review and agreement of the maintenance work orders emergency and breakdown 

work 
g. Review and agreement of the value of any additional chargeable work that has been 

carried out.  
h. Activity Reports  
i. KPIs and Scoring Matrix  
j. Response Times  
k. Device Updates (Swaps/Current Stock/Issues/Obsolescence/ change in usage)  
l. Client procurement plans and introduction of new devices  
m. Out of Scope Activity  
n. Complaints  
o. Adverse Incidents 

 
Invoicing 

The Client will be invoiced for the fixed-price contract monthly in advance.  
 
To ensure smooth payment of presented invoices, please ensure that maintenance contract work is 
clearly marked as such with the current purchase order number, together with the name, area and 
location of the equipment being serviced.   
 
Any authorised repairs because of the servicing work must be clearly marked as separate line items 
on the invoice. 
 
Additional devices added to contract must be invoiced quarterly in arrears. 
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Any additional works outside of the fixed cost of the contract up to the value of £500 (plus VAT) 
(excluding the below), can be undertaken after verbal agreement from the designated service 
Leaders/admin Lead.  
 
If a repair would cost more than 50% of the value of the asset, or the cost exceeds £500, the Contractor 
is required to contact the Client to discuss whether it is viable to repair or replace the asset before a 
decision is made.  
 
Any additional works outside of the fixed-cost of the contract including misuse and abuse are to be 
invoiced quarterly in arrears against the call-off order following the quarterly review meeting.  
 
Reporting 

Quality control / monitoring, review meetings with the Client will be held quarterly unless scheduled 
otherwise by the Client.  
 
A detailed report outlining all equipment that has been maintained must be completed after every 
PPM and repairs activity carried out. Details must include any replacements, issues surrounding safety 
and quality, parts used, warranty details and any work carried out. Electronic copies of service sheets 
are to be provided and uploaded.  
 
When a machine is switched a report must be sent to the Client within 48 hours so the records can be 
updated accordingly.  
 
The Contractor will be responsible for uploading service sheets to the Client’s preferred online portal 
within 10 days of the month end.   
 
Service sheets must be signed by the patient / carer.  If there are any issues, please contact the Client 
directly. 
 
The following is required and is subject to change at the Client’s request 
 

Monthly Quarterly Annual 
Report detailing any changes of 
equipment associated to a patient 
must be given to the Client within 
48 hours 

List SD cards against specific 
devices 

Abuse and misuse tracker 
– numbers by month bar 
chart 

List of all spare parts used to 
include full traceability  

Complaints and resolution 
timescales 

Device validation report 
to keep track of all assets 
on an annual basis   

List SD cards against specific 
devices 

Quarterly report detailing all ad-
hoc spend to be sent to the Client 
7 days prior to quarterly meeting. 

 

Device Updates (swaps/current 
stock/Issues/obsolescence/change 
in usage) 

  

Emergency call outs and their 
nature e.g., type of ventilator, 
nature of malfunction. 

  

 
The Client will provide the Contractor with the following: 
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Monthly 
List of scrapped devices for the preceding month 
Notification of new device 
Notification of new patient allocation 
Notification if device swapped / re-allocated 

 
Assets 

A schedule of equipment is in Appendix 1. 

A schedule of models, service requirements and battery change frequencies are in Appendix 9 

Terms and Conditions 

Bidders must be aware that any contracts arising from this procurement process shall be subject to 
the NHS Conditions for the Provision of Services with Maintenance Schedule.  A copy can be obtained 
from: 

https://www.lifecycle.co.uk/contracts/NHS_Terms_and_Conditions_For_The_Provision_of_S
ervices_with_Maintenance_Schedule_Nov_2018.pdf 


