
 
 
 
 
 
 
 

 
 

Please provide recorded information held centrally (e.g., procurement, contract management, or supplier 
performance records) for the period 1 January 2021 to the date of your response relating to your use of 
Peninsula (including Peninsula Business Services Limited and any Peninsula Group entity) for HR, 
employment law advice, tribunal support, or related services. 
 
Please provide: 
 
1. Total spend by financial year with Peninsula, 

with the supplier name as recorded in your 
finance/procurement systems. 

 
 
 
 
 
2. Copies of any current or expired contract(s), call-

off(s), framework references, statement(s) of 
work, and service descriptions that set out the 
scope of services. 

 
3. Copies of any generic materials provided by 

Peninsula and retained by you for internal use, 
such as training slides, guidance notes, template 
letters, checklists, tribunal preparation guides, or 
reasonable adjustment guidance (excluding 
case-specific legal advice). 

 
4. Any centrally recorded supplier performance 

records relating to Peninsula, including: 
a. service level monitoring reports, 
b. performance scorecards, 
c. contract management review notes, 
d. improvement notices or remedial actions. 

 
5. The number of recorded complaints made by 

your organisation about Peninsula’s service 
during the period, and copies of any complaint 
correspondence or outcome summaries held 
centrally (with personal data redacted). 

 

The spend with Health Assured Ltd is as follows: 
 
2025/26 £54,594.24 (at 18/2/26) 
2024/25 £42,700.63  
 
The name used by finance systems and 
procurement teams is: Health Assured Ltd 
 
The *contract and other documents attached.   
*Officer names and email addresses have been 
redacted under Section 40(2) as they constitute 
third-party personal data’.  
 
Attached 
 
 
 
 
 
 
None recorded. 
 
 
 
 
 
 
No complaints recorded 
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Agreed Terms 

  

  

 
 

 

 

  

 
 

 
 

 
 

 
 



 

 

 

 

 

  

 

 

 

 

 

 

 

 
 

  

  

  

 

 

 

 



 

 

 

  

 
 

  

  

  

  

 

 

 

 

 

 

  

 
 

 
 

  

 

 



 

 
 

 

 

 

 

 

 

 

 

 
 

 

 

  

 

 

  

 

 

 

 

 

 

 
 



 

 
 

 
 

  

 

 
 

 
 

 

 

 

 

 

 

 
 

 

  

 

 

 
 



 

 

 

  

 

 

  

  

 

  

 

 

 

 

 
 

 

 

 



 

 

  

 
 

 

 

 

 

 

 

 

 

 

 



 

  

 

 

  

  

 

 

 

 

 

 

 
 

  

 

 

 
 

 
 

 
 

  

  

 
 



 

 

 

  

  

  

  

  

  

  

  

  

  

 

 

 

 

  

  

 
 

 
 



 

 
 

 
 

 
 

 

  

 

 

 

 

 

  

  

 
 

 

 

  

 

 

  



 

 

 

 

 

 

 

 
 

 
 

 
 

 
 

  

 

 

 

 

  

 

 



 

 

 

 

  

 

 

 

 

 

  

 

 

 

 

 
 

 
 

 

 

 

 



 

 

 

 

 

  

 

 

 

 

  

  

 

 

 

 

 



 

 

 
 

  

 

 

  

 

  

    

 

 

 

 

 

 



 

 

  

  

 

 

 

 

 

 

  

 

 

  

 

 

 

 



 

 
 

 

 

 
 

 

 

 
 

  

 

 

 

 

 

 

  

 

 



 

  

 

 

 

 

 

 

  

  

 
 

 
 

 

 

 

 

 

 

  



 

 

 
 

 

 
 

 

 
 

 

 
 

 

 

 
 

 

 
 

 

 
 

 

 

 

 

 

 

 
 
 
 
 
 
 
 



 

Schedule 1 Services 

 
  

 
  

  



 

  

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 
 
 
 
 
 

 



 

 
 

  

  

  

  

  

  

  

  

  

  

  

  

  

  

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 



 

  
 

 

 
 

  
 

 

 
 

 

 
 

 

 
 

  
 

 
 

 
 

 
 

 

 
 
 

 
 

 
 

  
 

  
 

 

 
 

 
 

 



 

 

 
 

 
 

 

 
 

 
 
  

 
 

 
  

 
 

 
 

 

 
 

 
 

 
 

 
 

 
  

 

4.1 The Service Provider shall provide telephone and face to face counselling and a Wellbeing 

Hub and Helpline to the following groups:  

 

 All Wigan Council employees  

 All Agency Workers on assignment with Wigan Council 

 All employees in participating schools 

 

And in addition, a Wellbeing Hub and Helpline should be provided to the following groups: 



 

 Care Leavers 

 Foster Carers 

 Members 

 Ex-employees within 3 months of their date of leaving employment 

with the council or participating school 

 

4.2 Wellbeing Hub and Helpline 

 Provide access to the service through a free-phone number with UK based call 

centres. 

 

 
 Provide an online resource for employees offering comprehensive self-help 

materials and information. 

 Provide a service equipped to provide advice and support on the following (this list 

is not exhaustive):  

 addiction/ dependency. 

 alcoholism. 

 anxiety / stress. 

 bereavement. 

 bullying/ harassment/ intimidation/ discrimination. 

 career/ job related stress. 

 care problems related to childcare/ eldercare/ disability care. 

 CBT. 

 debt advice. 

 depression. 

 domestic violence. 

 eating disorders. 

 family / relationship problems. 

 financial problems. 

 gambling. 

 gay/ lesbian/ gender issues. 

 health problems. 

 problems arising from an accident at work. 

 mental health related issues. 

 illness of a family member. 

 legal information. 

 matrimonial/ domestic settlement problems 



 

 performance related problems. 

 redeployment/ relocation/ redundancy. 

 substance abuse. 

 advice and guidance for all parties listed above in section 4.1 during 

a formal internal investigation, both during and following the 

investigation. 

 post-traumatic stress. 
 

 Accept both Management/Human Resources and employee self-referrals. 

 Provide support to users and managers in a number of different ways including but 

not limited to: 

 Signposting where to get advice/ information. 

 The direct provision of advice/ information. 

 The referral to specialised agencies where appropriate. 

 Identifying operational links with other community resources, within 

and beyond the Council or within the EAP itself. 

 
 

 

  

  

 

 

 

  

  

 

 

 

 

 

  
 

 



 

 
 

 
 Accept both Management / Human Resources and employee self-referrals. 

 Offer a fast-track referral option where circumstances require offering a counselling 

session in advance of the standard appointment window. 

 
 

 
 

 
 

 
 

 
 

  

  
 

 
 

 

 
 

 
  

 
  

 
 

  
 

 

 
 

 
  



 

 
 

 
 
 

  
 

 
 
 
 

  
 

 

 
 

 
 

  

  
  
  
  
  

 
 

 
 

 
 

 
 
 

  
 

   
 



 

 
 

  
 
 

 
 

  
 

 
 

 
 

  

 

 
 

 
 

 

 

 

 

 

 

 

  

 



 

 

 
 

 

 
 

  
 
  
 

 
 

 
 

 
 

 
 

 

 
 

  
 

  
 

 

 
 

  
 

 
 

 
  

 
 

 



 

 
  

 
 

 
  

 
  

 
 

 
 

 

 

 

 
 

  
 

 
 

 

 
 

  
 

 
 

  
 

  
 

  
  
  

 
 
 

  



 

 
 

 
 

 
 
  
 

 
  

 

 

 
 

 

 
 

 
 

 
 

 
 

 
 
  
 
 

 
  

 

 

 
 

 

 

 

 
 

 

 
  

 
  
 

 
 

 
  

 
 
 

  



 

  

  

 

 

  

  

  

  

  

  

  

  

  

  

  

 

 

 

 

  

 

 

 

 

 

 

  
 

14.1 This Contract will commence on the 1st April 2024 and is intended to operate for to two 
years, with the option for us to extend at the end of year 2 for a 12 month period and the 
option for us to extend at the end of year 3 for a 12 month period. 











 

 

 

 
 

  
  

 

  



 

 

 

 
 

 

 
 
 You confirmed that all counsellors are BACP accredited.  

 
Yes, we confirm that our counsellors are all required to be accredited with a governing 
body, ranging from BACP, BABCP, UKCP, IACP, COSCA, etc.  
 
 

 You confirmed that the mention of providing services for 199 staff within the 
bid is an error and you can accommodate the levels of staff and referrals 
stated within the tender document.  

Yes, our apologies for this error. We confirm that we can accommodate your headcount of 
9248 employees, and any increases throughout contract duration.  

To reflect our ability to support a high volume of clients Health Assured, our extensive 
portfolio comprises of just over 70,000 clients.  

Portfolio Summary by Size: 

 SMEs (Up to 500 employees): 45% 
 Medium-Sized Enterprises (501 to 5,000 employees): 30% 
 Large Corporations (5,001 to 100,000 employees): 25% 

This segmentation enables us to leverage our agility, ensuring that each client, irrespective 
of size, receives bespoke services aligned with their distinct requirements. 

Additionally, our commitment to working at 110% capacity at all times, and our approach of 
ongoing onboarding, ensures that high volumes of demand and referrals can be 
accommodated without disruption.  

 
 You confirmed that you are aware of the TUPE and are experienced in 

conducting a TUPE process if you were successful with the bid.  
 
Yes, we confirm that we are fully aware of the TUPE and possess experience in supporting 
the TUPE process. In the event of a successful bid, we are committed to providing all 
necessary information and a dedicated contact to support the TUPE process. 
 
In accordance with standard procedures, it is our understanding that Wigan Council will 
lead the consultation process. We would like to also confirm that we have factored the 
TUPE into our pricing and delivery model, ensuring a seamless and compliant transition.
 
 

 You confirmed that trauma therapy costs will be charged at £125 per session 



 

 

 

Yes  trauma therapy costs are part of our Enhanced Psychological Services and are charged at £125 
per session. A summary of all our additional services costs below: 
 
 

  

 
 

 

 
 

 

 

  
 

 
 

  
 

  

 
 

 
 

 

 
 
 

 You clarified that if employees choose to access face to face counselling that 
this will be readily available and this is your preferred option of delivery.   

 
Users can choose the mode of engagement that best suits their preferences. This includes options for 
video or in-person appointments, or telephone appointments. We confirm that when employees 
choose to access in-person counselling that this is readily available. During 2023, 96% of our clients 
were seen within five working days of their initial call. The first counselling session is arranged 
within two days from the initial call, and the first session offered within a further three working days, 
ensuring a prompt and effective commencement of support. We specialise in scheduling support as 
part of our everyday operations. On average, per day we match a minimum of 250 in person and 
video counselling sessions.  An impressive 100% of urgent cases were offered their first session 
within 24 hours. 

For in-person appointments, the location is ensured to be within a 30-minute or 10-mile travel time, 
providing accessibility and minimising travel-related challenges. Our commitment to inclusivity 
extends to meeting all necessary accessibility requirements or adjustments for individuals 
participating in counselling sessions. For video calling counsellors can offer Teams or Zoom. 



 

 

 

In terms of our preferred option of delivery, our outcomes are showing that telephone counselling is 
the least successful compared with video and in person counselling. We are led by our users in terms 
of the mode of engagement, as for some people in-person counselling ensures a better therapeutic 
relationship and enables goals to be met quicker and more successfully. However, for others, in 
person counselling may contribute to further heightened anxiety with contributory factors being the 
journey, parking etc. 

 You confirmed that you can accommodate the estimated 850 face to face 
counselling sessions per year, within the KPIS, if required.  

 
With our commitment to working at 110% capacity across our counselling network, we are able to 
accommodate the estimated 850 face-to-face counselling sessions within the KPIs. All counsellors, 
clinical teams, and operational teams are trained to meet the specific needs and timings set out by 

efficient transition into counselling, whilst knowing that a counsellor will always be available to 
provide in-person support.  
 
 

 You confirmed that the Wisdom app is developed and will be available for 
immediate use at the contract start date  

 
As a revamp from our previous wellbeing app, My Healthy Advantage, our Wisdom app and portal 
was developed and went live on the 8th of November 2023.  
 
On contract commencement, our Client Services Team will provide your key management team with 
a welcome pack for the contract, including the unique code which your employees will be able to use 
to register an account on the Wisdom app and portal. Each employee will then be required to 
input the email address and password which they used to register an account on the app 
whenever they wish to log in.  
 

 You advised that the Wisdom real time reporting is in development and will be 
available approximately April 2024  

 
Wisdom real-time reporting is already accessible and will be available to Wigan Council from 
contract commencement. This is the back-office suite, whereby the authorised members of Wigan 

-time reporting data, including number of 
users, number of registrations, login volumes, support requests, mood tracker usage and wellbeing 
category utilisation.   
 
The real-time reporting currently in development is for our Management Information reports. By 
approximately April 2024, Health Assured will be introducing Power BI, which will provide a more 
dynamic and real-time reporting experience. This advancement represents a significant stride in 
accessibility and usability, providing Wigan Council with instantaneous insights into service 
utilisation, trends, and the impact of Health Assured on employee wellbeing. This evolution in 
reporting aims to elevate transparency, efficiency, and the overall experience for our valued partners. 
 
Additionally, as per your request, we can tailor your MI by manually splitting the data by quarter. 
 

 You confirmed that the average timeframe to access counselling is three 
working days  

 
After being matched with a counsellor, the employee will be offered their first session within 3 
working days.  
 



 

 

 

For clarity, the timescales are as follows:
1) All helpline calls answered within 30 seconds. 
2) All counselling cases to be matched to a counsellor within 2 working days.  
3) First session of counselling offered within 3 working days of being matched to a counsellor.
4) The entire process, from calling the helpline to the first session of counselling, covers 5 

working days.  
5) All urgent cases will have their first counselling session within 24 hours of first contact. 

 
 
 

 Please can you confirm the unit price for the following headcount:  
o 7000 employees: £4.80 
o 8000 employees: £4.75 
o 8500 employees: £4.72 

 

 

 

 

 
 
 

  



 

 

 

2. Suppliers tender submission
 
 
  
 
 

CUSTOMER DIRECTORATE 
 
 

 
PROJECT: EMPLOYEE HEALTH SERVICES 

 
 

 
TENDER REFERENCE DN696753 

 
 
 
LOT 1 - Employee Assistance Programme & Counselling  
 
 
 
 
 
INVITATION TO TENDER 
 
DOCUMENT 2  BIDDER RESPONSE DOCUMENT 
 
 
 
TENDERER:  HEALTH ASSURED LIMITED 
 
30th October 2023  
  



 

 

 

 

 
 

 

Potential Supplier Information and Exclusion Grounds: Part 1 and Part 2. 

The SQ template includes a self-declaration, made by you (the potential supplier), that none 
of the grounds for exclusion apply1. If any of the grounds for exclusion do apply, there is an 
opportunity to explain any measures you have taken to demonstrate your reliability 
notwithstanding the existence of a ground for exclusion (we call this self-cleaning). 

We require all the organisations that form part of your bidding group/consortium and each 
subcontractor that you are relying on to meet the selection criteria to provide a completed 
part 1 and part 2. This means that where you are joining a group of organisations, including 
joint ventures and partnerships, each organisation in that group must complete one of these 
self-declarations. Subcontractors that you rely on to meet the selection criteria, must also 
complete a self-declaration (although subcontractors that are not relied upon do not need to 
complete the self-declaration). 

When completed, this form is to be sent back to the contact point given in the procurement 
documents along with the selection information requested in the procurement documentation.

Supplier Selection Questions: Part 3 

The procurement documents will provide instructions on the selection questions you need to 
respond to and how to submit those responses. If you are bidding on behalf of a 
group/consortium or you intend to use subcontractors, you should complete all of the 
selection questions on behalf of the group/consortium and/or any subcontractors. 

If the relevant documentary evidence referred to in the Selection Questionnaire is not 
provided upon request and without delay we reserve the right to exclude you from the 
procurement process, including where an award decision has already been notified, and 
award to another supplier. 

Consequences of misrepresentation 

If you seriously misrepresent any factual information in filling in the Selection Questionnaire, 
and so induce an authority to enter into a contract, there may be significant consequences. 
You may be excluded from the procurement procedure, and from bidding for other contracts 
for three years. If a contract has been entered into you may be sued for damages and the 
contract may be rescinded. If fraud, or fraudulent intent, can be proved, you or your 
responsible officers may be prosecuted and convicted of the offence of fraud by false 
representation, and you must be excluded from further procurements for five years. 

 

 

 

 

 
1For the list of exclusions please see 

https://www.gov.uk/government/uploads/system/uploads/attachment_data/file/551130/List_of_Mand
atory_and_Discretionary_Exclusions.pdf 



 

 

 

LOT 1 Employee Assistance Programme & Counselling 

DN696753 

OPEN TENDER 

 

 

Council Notes for Completion 

1. The council requires one copy of this supplier Questionnaire (SQ) only, if you are 
bidding for more than one lot, complete it in full for the first one and reference this on 
any other Document 2 you are completing.   

2. Should you wish to give separate references for each lot you are applying for then 
complete Section 6 of the SQ for each lot; this is not necessary, if in your opinion, the 
refences you have provided in one document cover the scope of all the requirement. 

 

General Notes for completion 

1. 
 the contracting authority, that is seeking to invite suitable candidates to  
 participate in this procurement process. 

2.  
 Selection Questionnaire i.e. the legal entity responsible for the information 
 provided. The  
 operator as defined by the Public Contracts Regulations 2015 (referred to as 
  could be a registered company; the lead contact for a 
 group of economic operators; charitable organisation; Voluntary Community 
 and Social Enterprise (VCSE); Special Purpose Vehicle; or other form of  
 entity. 

3. Please ensure that all questions are completed in full, and in the format  
 
 you need to provide additional information in response to the questions,  
 please  submit a clearly identified annex. 

4. The authority recognises that arrangements set out in section 1.2 of the  
 standard Selection Questionnaire, in relation to a group of economic operators 
 (for example, a consortium) and/or use of subcontractors, may be subject to 
 change and will, therefore, not be finalised until a later date. The lead contact 
 should notify the authority immediately of any change in the proposed  
 arrangements and ensure a completed part 1 and part 2 is submitted for any 
 new organisation relied on to meet the selection criteria.  The authority will 
 make a revised assessment of the submission based on the   

5. For part 1 and part 2 every member of your bidding group/consortium, and any 
 subcontractor that is being relied on to meet the selection criteria, must  
 complete and submit the self-declaration. 

6. For the mandatory exclusion grounds only (Q2.1(a)), you must complete the 
 declaration for all relevant persons and entities. There are two categories of 
 persons and entities: 

 members of your administrative, management or supervisory board; secondly, 
entities and persons who have powers of representation, decision or control. You 
must decide, depending on the nature and structure of the entity or person who is 



 

 

 

bidding, which entities and persons this applies to in your particular 
circumstances. Clearly, members of your administrative, management or 
supervisory board should be easily identifiable and will cover company directors 
(or equivalent for other types of corporate entities) and members of an executive 
board. 

 the second category of those with powers of representation, decision or control, 
is likely to be more complicated. As an illustration, entities or persons with 25% or 
more shareholding (or equivalent for other types of corporate entities) are likely to 
have powers or representation, decision or control, although those with a lower 
shareholding may still have the relevant powers depending on their particular 
rights. Similarly, your ultimate parent company (or equivalent for other types of 
corporate entities) is likely to have powers of representation, decision or control. 
Depending on your particular structure, intermediate parent companies who do 
not have a direct shareholding, directors or members of an executive board of 
your immediate parent company (for example in the case of an SPV set up 
specifically to bid for a particular contract), and holders of mortgages or liens may 

covered but you must be satisfied that your declaration is made in respect of all 
of those that are covered. 

7. All subcontractors are required to complete their own part 1 and part 22. 

8. For answers to part 3  If you are bidding on behalf of a group, for example, a 
 consortium, or you intend to use subcontractors, you should complete all of the 
 questions on behalf of the consortium and/ or any subcontractors, providing 
 one composite response and declaration. 

9. The authority confirms that it will keep confidential and will not disclose to any 
 third parties any information obtained from a named customer contact, other 
 than to the Cabinet Office and/or contracting authorities defined by the  
 regulations, or pursuant to an order of the court or demand made by any  
 competent authority or body where the authority is under a legal or regulatory 
 obligation to make such a disclosure. 

  

 
2See PCR 2015 regulations 71 (8)-(9) 
(http://www.legislation.gov.uk/uksi/2015/102/pdfs/uksi_20150102_en.pdf) 



 

 

 

 Part 1: Your information and the bidding model. 

You must answer all questions in parts 1 and 2. If you are the supplier, you must answer all 
questions in part 3 as well.  

Bidders must ensure that every organisation on which they will rely to meet the selection criteria 
completes and submits their own answers and declaration for part 1 and 2. 

Yes  
No  
N/A X 

Section 1 Your information 

Question 
number 

Question Response 

1.1(a) Name (if registered, please give 
the registered name) 

Health Assured Limited 

1.1(b)  (i) Registered address (if applicable) 
or head office address 

The Peninsula, Victoria Place, Manchester, M4 
4FB 

1.1(b)  (ii) Registered website address (if 
applicable) 

www.healthassured.org  

1.1(c) Trading status 
a) - public limited company 
b) - private limited company 
c) - limited liability partnership 
d) - other partnership 
e) - sole trader 
f) - third sector 
g) - other (please specify your 
trading status) 

b)  private limited company 

1.1(d) Date of registration (if applicable) 
or date of formation. 

16/07/2007 

1.1(e) Registration number (company, 
partnership, charity, etc if 
applicable). 

06314620 

1.1(f) Registered VAT number. 927 5242 17 

1.1(g) - (i) Are you registered with the 
appropriate professional or trade 
register(s) specified for this 
procurement in the Member State 
where your organisation is 
established? 

Yes  
No  
N/A X 



 

 

 

1.1(g) - (ii) If you responded yes to 1.1(h) - 
(i), please provide the relevant 
details, including the name of the 
register and registration 
number(s), and if evidence of 
registration is available 
electronically, please provide 
- the website address, 
- issuing body 
- reference number. 

We advise whilst this is not applicable, we are 
registered with the Employee Assistance 
Professionals Association (EAPA), membership 
number: REP0848. As well as the British 
Association for Counselling and Psychotherapy 
(BACP), membership number: 182836. 

1.1(h) - (i) For procurements for services 
only, is it a legal requirement in 
the country where you are 
established for you to: 

a) possess a particular 
authorisation, or 
b) be a member of a particular 
organisation, 
 
to provide the requirements 
specified in this procurement? 

Yes  
No X 

 

1.1(h) - (ii) If you responded yes to 1.1(j) - (i), 
please provide additional details 
of what is required, confirmation 
that you have complied with this 
and, if evidence of compliance is 
available electronically, please 
give the website address, issuing 
body and reference number. 

Whilst there is no legal requirement, we hold a 
BACP and EAPA memberships / accreditations 
and we are one of the only EAP providers to be 
BACP accredited at organisational level as well 
as our counsellors being members / accredited.

1.1(i) Relevant classifications (state 
whether you fall within one of 
these, and if so which one) 

a) Voluntary Community Social 
Enterprise (VCSE). 

b) Sheltered Workshop. 

c) Public service mutual. 

Not applicable. 

1.1(j) Are you a Small, Medium or Micro 
Enterprise (SME)3? 

Yes  
No X 

1.1 (k) Details of Persons with 
Significant Control (PSC)4, 
where appropriate5: 

Not applicable. 

 
3See definition of SME https://ec.europa.eu/growth/smes/business-friendly-environment/sme-definition_en
4UK companies, Societates European (SEs) and limited liability partnerships (LLPs) are required to 
identify and record the people who own or control their company. Companies, SEs and LLPs are 
required to keep a PSC register, and must file the PSC information with the central public register at 
Companies House. See PSC guidance. Overseas bidders are required to provide equivalent 
information. 
5Only information that relates to the persons with powers of representation, decision or control within 
the meaning of regulation 57(2) can be considered in relation to the mandatory exclusion grounds and 
other details are requested for information only. 



 

 

 

 
- Name
- Date of birth 
- Nationality 
- Country, state or part of the 
UK where the PSC usually lives 
- Service address 
- The date he or she became a 
PSC in relation to the company; 
- Which conditions for being a 
PSC are met: 

- Over 25% up to (and 
including) 50% 
- More than 50% and 
less than 75% 
- 75% or more 

(Please enter N/A if not 
applicable) 

1.1(l) Details of your immediate parent 
company: 
- Full name of immediate parent 
company, 
- Registered or head office 
address, 
- Registration number (if 
applicable), 
- VAT number (if applicable), 
Please enter N/A if not 
applicable) 

Peninsula Business Services Group, 

The Peninsula, Victoria Place, Manchester, M4 
4FB 

Reg No: 01702759 

VAT No: 927 5242 17 

1.1(m) Details of ultimate parent 
company: 

- Full name of ultimate parent 
company, 
- Registered or head office 
address, 
- Registration number (if 
applicable), 
- VAT number (if applicable), 
(Please enter N/A if not 
applicable) 

Rainy City Investments, 

The Peninsula, Victoria Place, Manchester, M4 
4FB 

Reg No: 06473841 

VAT No: 927 5242 17 

Please note: A criminal record check for relevant convictions may be undertaken for the preferred 
supplier and all relevant persons and entities (as described above). 

  



 

 

 

Please provide the following information about your approach to this procurement: 

Section 1 
(cont.) 

Bidding model  

Question 
number 

Question Response 

1.2 Please indicate if you are bidding 
as a single supplier or as part of a 
group or consortium? 

If you are bidding as a single 
supplier please go to Q 1.3. 

If you are bidding as part of a 
group or consortium (including 
where you intend to establish a 
legal entity to deliver the contract, 
or you are a subcontractor), 
please tell us: 

 

a) The name of the group / 
consortium. 

b) The proposed structure of the 
group/consortium, including 
the legal structure where 
applicable. 

c) The name of the lead member 
in the group/consortium. 

d) Your role in the 
group/consortium (e.g. lead 
member, consortium member, 
subcontractor). 

e) If you are the lead member in 
the group/consortium, whether 
you are relying on other 
consortium members to meet 
the selection criteria (i.e. are 
you relying on other 
consortium members for 
economic and technical 
standing and/or technical and 
professional ability?) and, if so, 
which criteria you are relying 
on them for 

 

We are bidding as a single supplier.  



 

 

 

1.3 If you are proposing to use 
subcontractors please provide the 
details for each subcontractor6. 

- Name 

- Registration number 

- Registered or head office 
address, 

- Trading status 

a. Public limited company 
b. Private limited company 
c. Limited liability partnership 
d. Other partnership 
e. Sole trader 
f. Third sector 
g. Other (please specify your 

trading status) 

- Registered VAT number 

- SME (Yes/No) 

- The role each subcontractor will 
take in providing the works and 
/or supplies e.g. key deliverables 
- if known 

- The approximate % of 
contractual obligations assigned 
to each subcontractor, if known 

- Is the subcontractor being relied 
upon to meet the selection criteria 
(i.e. are you relying on the 
subcontractor for economic and 
technical standing and/or 
technical and professional 
ability?) and, if so, which criteria 
are you relying on them for? 

 

 
 

1.4 Lots 
Where applicable, please tell us 
which lot(s) you wish to bid for? 

Answer 
Lot 1  EAP & Counselling Services   
Yes       

No       

 

Lot 2  Occupational Health Services 

 
6This applies to all supply chain members and/or subcontractors, where their identity is known at this stage, 
irrespective of whether you are relying on them to meet the selection criteria.  Where a supply chain member 
and/or subcontractor has been identified in response to this question, any resulting subcontract entered into 
with that subcontractor for that part of the works, services or supplies identified in response to that question will 
not be subject to the requirement for contracts to advertise the subcontracting opportunity, as set out in PPN 
01/18. 



 

 

 

Yes       

No       

Lot  Physiotherapy 
Yes       

No       

 
 

Part 2: Exclusion Grounds 

Please answer the following questions in full. Note that every organisation that forms part of 
your bidding group/consortium, as well as every organisation that is being relied on 
(including subcontractors being relied on) to meet the selection criteria must complete and 
submit responses to part 1 and the declarations in part 2. 

Section 2 Grounds for mandatory exclusion 

Question 
number 

Question Declaration 

2.1 (a) Within the past five years, 
anywhere in the world, have you or 
any person who: 

 is a 
administrative, management or 
supervisory body or 

 has powers of representation, 
decision or control in the 
supplier7, 

been convicted of any of the 
offences within the summary 
below and listed in full on the 
webpage? 

 

Participation in a criminal 
organisation. 

Yes  
No X 

Corruption.  Yes  
No X 

Terrorist offences or offences 
linked to terrorist activities. 

Yes  
No X 

Money laundering or terrorist 
financing. 

Yes  
No X 

 
7see Notes for Completion 

 



 

 

 

Child labour and other forms of 
trafficking in human beings. 

Yes  
No X 

Any other offence within the 
meaning of Article 57(1) of the 
Directive as defined by the law of 
any jurisdiction outside England, 
Wales or Northern Ireland. 

Yes  
No X 

 

Any other offence within the 
meaning of Article 57(1) of the 
Directive created after 26th 
February 2015 in England, Wales 
or Northern Ireland. 

Yes  
No X 

2.1(b) If you have answered yes to any 
part of question 2.1(a), please 
provide further details, 
including: 

 date of conviction and the 
jurisdiction, 

 which of the grounds listed the 
conviction was for, 

 the reasons for conviction, 
 the identity of who has been 

convicted. 
If the relevant documentation is 
available electronically please 
provide: 

 the web address, 
 issuing authority, 
 precise reference of the 

documents. 

 

2.1(c) If you have answered yes to any 
part of the question above please 
explain what measures have been 
taken to demonstrate your 
reliability despite the existence of 
relevant grounds for exclusion. 
(Self cleaning). 

 

Section 3 Mandatory and discretionary grounds relating to the payment of taxes and 
social security contributions 

3.1 Regulation 57 (8) 

The detailed grounds for discretionary exclusion of an organisation are set out on this 
webpage, which should be referred to before completing these questions.  

Please indicate if, within the past three years, anywhere in the world any of the 
following situations have applied to you, your organisation or any other person who 
has powers of representation, decision or control in the organisation. 



 

 

 

Question 
number 

Question Declaration

3.2(a) Please confirm that you have met 
all your obligations relating to the 
payment of taxes and social 
security contributions, both in the 
country in which you are 
established and in the UK. 

If documentation is available 
electronically please provide: 

 the web address, 
 issuing authority, 
 precise reference of the 

documents 

Yes X 
No  

3.2(b) If you have answered no to 3.2(a) 
please provide further details 
including the following: 

 Country concerned, 
 what is the amount concerned 
 how the breach was 

established, i.e. through a 
judicial or administrative 
decision or by other means. 

 if the breach has been 
established through a judicial 
or administrative decision 
please provide the date of the 
decision, 

 if the breach has been 
established by other means 
please specify the means. 

 

3.3 Please also confirm whether you 
have paid, or have entered into a 
binding arrangement with a view 
to paying, the outstanding sum 
including, where applicable, any 
accrued interest and/or fines. 

Yes  
No X 

Please Note: We reserve our right to use our discretion to exclude your bid where we can 
demonstrate by any appropriate means that you are in breach of your obligations relating to the 
payment of taxes or social security contributions 

 

Section 4 Grounds for Discretionary Exclusion 

The detailed grounds for discretionary exclusion of an organisation are set out on this webpage,8

and should be referred to before completing these questions. 

 
8https://assets.publishing.service.gov.uk/government/uploads/system/uploads/attachmen
t_data/file/551130/List_of_Mandatory_and_Discretionary_Exclusions.pdf 



 

 

 

Question 
number 

Question Declaration

4.1 Within the past three years, 
anywhere in the world, have any of 
the situations summarised below 
and listed in full on the webpage 
applied to you? 

 

4.1(a) Breach of environmental 
obligations? 

To note that environmental law 
obligations include Health and 
Safety obligations. See webpage. 

Yes  
No X 

4.1(b) Breach of social law obligations?  Yes  
No X 

4.1(c) Breach of labour law obligations? Yes  
No X 

4.1(d) Bankruptcy or subject of 
insolvency? 

Yes  

No X 

4.1(e) Guilty of grave professional 
misconduct? 

Yes  
No X 

4.1(f) Distortion of competition? Yes  
No X 

4.1(g) Conflict of interest? Yes  
No X 

4.1(h) Been involved in the preparation 
of the procurement procedure? 

Yes  
No X 

4.1(i) Prior performance issues? Yes  
No X 

4.1(j) 

4.1(j) - (i) 

4.1(j) - (ii) 

4.1(j) (iii) 

4.1(j)-(iv) 

Do any of the following 
statements apply to you? 
 
You have been guilty of serious 
misrepresentation in supplying 
the information required for the 
verification of the absence of 
grounds for exclusion or the 
fulfilment of the selection criteria. 
 
You have withheld such 
information. 
 
 
You are not able, without delay, 
to submit documents if/when 
required. 
 

 
 
 

Yes  
No X 

 
 
 

 

Yes  
No X 

 

Yes  
No X 

 

Yes  



 

 

 

You have undertaken to unduly 
influence the decision-making 
process of the contracting 
authority to obtain confidential 
information that may confer upon 
you undue advantages in the 
procurement procedure, or to 
negligently provide misleading 
information that may have a 
material influence on decisions 
concerning exclusion, selection or 
award. 

No X 
 

4.2 You are a relevant commercial 
organisation subject to Section 54 
of the Modern Slavery Act 2015 if 
you carry on your business, or 
part of your business in the UK, 
supplying goods or services and 
you have an annual turnover of at 
least £36 million. 
If you are a relevant commercial 
organisation please - 

 confirm that you have 
published a statement as 
required by Section 54 of the 
Modern Slavery Act. 

 confirm that the statement 
complies with the requirements 
of Section 54 and any 
guidance issued under Section 
54. 

 
 

 

 
 
 
 
 
 

Yes  
No X 

Yes  
No X 

4.3 If your latest published statement is available electronically please provide: 
 the web address, 
 precise reference of the documents. 

Response: Please note that while Health Assured is not a relevant commercial organisation as 
defined by section 54 of the Modern Slavery Act 2015 and thus are not required to meet the annual 
reporting requirements for a relevant commercial organisation as defined be the Act, we have 
signed a Modern Slavery Compliance policy under our parent company. This can be found at: 

https://www.peninsulagrouplimited.com/csr-policy/slavery-human-trafficking-statement/ 

4.4 If you have answered YES to any of the questions in 4.1, or NO to question 4.2, please 
explain what measures have been taken to demonstrate your reliability despite the 
existence of a relevant ground for exclusion. (Self cleaning) 

Response: Please note that while Health Assured is not a relevant commercial organisation as 
defined by section 54 of the Modern Slavery Act 2015 and thus are not required to meet the annual 
reporting requirements for a relevant commercial organisation as defined be the Act, we have 
signed a Modern Slavery Compliance policy under our parent company. This can be found at: 

https://www.peninsulagrouplimited.com/csr-policy/slavery-human-trafficking-statement/  

Part 3: Selection Questions 



 

 

 

Section 5 Economic and Financial Standing

Question 
number 

Question Response 

5.1 If documentary evidence of 
economic and financial standing 
is available electronically (e.g. 
financial statements filed with 
Companies House), please 
provide: 

 the web address 
 issuing authority 
 precise reference of the 

documents 

https://find-and-update.company-
information.service.gov.uk/company/063146
20/filing-history 

GOV.UK 

HEALTH ASSURED LTD 

 

 

5.2 If documentary evidence of 
economic and financial standing 
is not available electronically, 
please provide a copy of your 
detailed accounts for the last two 
years (audited if required by law). 
 
Also, for any other person or 
entity on whom you are relying on 
to meet the selection criteria 
relating to economic and financial 
standing, please provide a copy 
of their detailed accounts for the 
last two years (audited if required 
by law).  

 

5.3 

5.3(a) 

5.3(b) 

If you are not able to provide a 
response to questions 5.1 or 5.2, 
please provide any of the 
following alternatives. 
 
A statement of your annual 
turnover, Profit and Loss 
Account/Income statement, 
Balance Sheet/statement of 
Financial Position and Statement 
of Cash Flow for the most recent 
year(s) of trading and a bank 
letter outlining the current cash 
and credit facility position. 
 
Alternative information to 
evidence economic and financial 
standing (e.g. forecast financial 
statements and a statement of 
funding provided by the owners 
and/or the bank, charity accruals 
accounts or an alternative means 
of demonstrating financial status). 

 



 

 

 

5.4 Where we have specified a 
minimum level of economic and 
financial standing and/ or a 
minimum financial threshold 
within the evaluation criteria for 
this procurement, please self-

that you meet the requirements 
set out. 

Yes X 
No  

 

Section 6 Technical and Professional Ability 

Question 
number 

Question 

Relevant experience and contract examples 
 
Please provide details of up to three contracts, to meet the technical and 
professional ability criteria set out in the procurement documents in any 
combination from either the public or private sectors; voluntary, charity or social 
enterprise (VCSE) that are relevant to our requirement. VCSEs may include 
samples of grant-funded work. Where this procurement is for supplies or services, 
the examples must be from the past three years. Where this procurement is for 
works, the examples may be from the past five years. 
 
The named contact provided should be able to provide written evidence to confirm 
the accuracy of the information provided below. 
 
For consortium bids, or where you have indicated that you are relying on a 
subcontractor in order to meet the technical and professional ability, you should 
provide relevant examples of where the consortium/subcontractors have delivered 
similar requirements. If this is not possible (e.g. the consortium is newly formed or 
a Special Purpose Vehicle is to be created for this contract) then three separate 
examples should be provided between the principal member(s) of the proposed 
consortium or members of the Special Purpose Vehicle or subcontractors (three 
examples are not required from each member). 
 
Where the Supplier is a Special Purpose Vehicle, or a managing agent not 
intending to be the main provider of the supplies or services, the information 
requested should be provided in respect of the main intended provider(s) or 
subcontractor(s) who will deliver the contract. 
 
For each contract please provide the following information 
 

If you cannot provide examples see question 6.2 

6.1 

 

Contract 1 Contract 2 Contract 3 

Name of 
customer 
organisation 
who signed 
the contract 

Westminster City 
Council 

Manchester City Council Hampshire County Council



 

 

 

Name of 
supplier 
who signed 
the contract 

Health Assured 
Limited

Health Assured Limited Health Assured Limited 

Point of 
contact in 
the 

organisation
.

Harbinder Manku Nick McMillan Ryan James 

Position in 
the 

organisation 

Wellbeing and 
Reward Specialist 

HR Casework Team 
Manager 

Senior Wellbeing Advisor

E-mail 
address 

hmanku@westminster
.gov.uk  

Nick.mcmillan@manchest
er.gov.uk  

Ryan.james@hants.gov.uk

Description 
of contract. 

Service Delivery 
Employees at 
Westminster City 
Council have been 
provided with our all-
inclusive Complete 6 
Employee Programme 
since 2019, including, 
but not limited to:  

 Relationship 
management 
support and 
usage 
reporting. 

 Managerial 
support 
helpline. 

 Online 
Wisdom app 
and portal. 

 Medical, legal, 
and financial 
information 
lines.  

 Free 24/7/365 
counselling, 
legal, and 
information 
line.  

Service Delivery 
Employees at Manchester 
City Council have been 
provided with our all-
inclusive Complete 6 
Employee Programme 
since 2017, including, but 
not limited to: 

 Relationship 
management 
support and usage 
reporting.  

 Managerial support 
helpline.  

 Online Wisdom 
app and portal.  

 Medical, legal, and 
financial 
information lines. 

 Free 24/7/365 
counselling, legal, 
and information 
line.  

 Critical incident 
advice and 
telephone  
issue, per year. 

 Structured 
professional 
support. 

 
As part of our high-quality 

SERVICE AIMS: Provide 
EAP services to Hampshire 
County Council who have 
over 41,000 employees. The 
contract covers over 430 
schools and academies, as 
well as the local fire and 
rescue and police services. 

Each organisation under the 
framework have access to a 
variety of different employee 
support services, ranging 
from in-house counselling to 
telephone support. This 
presents a number of 
challenges for Health 
Assured in ensuring our new 
services are implemented 
and promoted consistently 

organisations, directorates 
and departments.  

 

Service Delivery: We adopt 
a proactive and 
collaborative approach 
during the mobilisation 
period in order to mitigate 
these challenges. This 
includes gathering as much 
information as possible 



 

 

 

Critical 
incident advice 
and telephone 
support.  

 Up to 6 
sessions of 
face to face, 
telephone, and 
online 
counselling 
sessions per 
employee, per 
issue, per 
year. 

Relationship Director, 
Joanne Lister, provides 
the council with quarterly 
Management information 
reports, showing the 
impact of the services, 
including the relevant 
GAD-7 and PHQ-9 scores. 

during the initial contract 
meeting, such as:

 Requesting a full list 
of the schools and 
academies covered 
under the contract to 
mitigate potential risk 
around service 
access. Details of 

organisational 
structure.  

 Confirmation of the 
key internal 
stakeholders. 

 Understanding the 

and external support 
currently available to 
employees. 

 Reviewing 
organisational 
requirements for: 

o Additional 
sessions.

o  CISM 
pathways 
and 
supporting in-
house TRiM 
teams, 
tailored for 
both Fire & 
Rescue and 
Police 
Services.

o Key referral 
contacts. 

o Ad hoc 
services 
required. 

We recorded this 
information in our CRM 
system and communicated 

to our operational teams.  

We maintain regular 
communication between our 
clinical and nonclinical 



 

 

 

teams to ensure the relevant 
departments are aware of 
any organisational changes 
and are trained and ready 
for service delivery ahead of 
the schedule 

Contract 
Start date. 

01/02/2019 23/05/2017 01/05/2015 

Contract 
completion 
date. 

31/01/2024 31/07/2024 30/04/2024 

Estimated 
contract 
value 

£17,163.00 per 
annum 

£64,307.50 per annum £13,684.68 per annum

 

6.2 If you cannot provide at least one example for questions 6.1, in no more than 500 
words please provide an explanation for this and how you meet the selection criteria 
relating to technical and professional ability e.g. your organisation is a new start-up 
or you have provided services in the past but not under a contract. 

Response: na 

6.3 Where you intend to subcontract a proportion of the contract, please demonstrate 
how you have previously maintained healthy supply chains with your 
subcontractor(s). 

The description should include, but is not limited to, details of your supply chain 
management tracking systems to ensure performance of the contract and 
including prompt payment and whether you are a signatory of the UK Prompt 
Payment Code (or have given commitments under other equivalent schemes).

Response:na 

Section 7 Additional Questions including Project Specific Questions 

Question 
number 

Question Response 

7.1 Insurance 
Please confirm whether you 
already have, or can commit to 
obtain, prior to the 
commencement of the contract, 
the levels of insurance cover 
indicated below: 
 

(Compulsory) Liability 
Insurance = £5m 
 

 
 
 
 
 
 

 
 
Yes X 
No  

 



 

 

 

 

Public Liability Insurance = £5m 
 
 
 
 
Professional Indemnity Insurance 
= £2m 
 
 
 
Medical Malpractice Insurance 
(minimum £2 million) - if applicable 
 
*There is a legal requirement for 
certain employers to hold 

Insurance of £5 million as a 
minimum. See the Health and 
Safety Executive website for more 
information: 
 
http://www.hse.gov.uk/pubns/hse
39.pdf 

 
Yes X
No  

 
 
 
Yes X 
No  

 
 

Yes X 
No  

 

 

7.2 Data protection  (Contracting Authorities: please refer to supplier selection 
guidance before using these questions) 

7.2(a). Please confirm that you have in 
place, or that you will have in 
place by contract award, the 
human and technical resources to 
perform the contract to ensure 
compliance with the General Data 
Protection Regulation and to 
ensure the protection of the rights 
of data subjects. 

Yes X 
No  

 

7.2(b). Please provide details of the technical facilities and measures (including systems 
and processes) you have in place, or will have in place by contract award, to ensure 
compliance with the General Data Protection Regulation and to ensure the protection 
of the rights of data subjects. Your response should include, but should not be limited 
to facilities and measures: 

 to ensure ongoing confidentiality, integrity, availability and resilience of 
processing systems and services; 

 to comply with the rights of data subjects in respect of receiving privacy 
information, and access, rectification, deletion and portability of personal data;

 to ensure that any consent based processing meets standards of active, 
informed consent, and that such consents are recorded and auditable; 

 to ensure legal safeguards are in place to legitimise transfers of personal data 
outside the EU (if such transfers will take place); 

 to maintain records of personal data processing activities; and 
 to regularly test, assess and evaluate the effectiveness of the above measures.

Response: 



 

 

 

We take our responsibility to protect, handle and correctly process data very seriously. As such, 
we have ensured our data protection and management policies, and working practices, are fully 
compliant with UK GDPR.   

Systems and Processes: Due to the nature of our services, Health Assured recognise the 
importance of a robust information security system and processes. We adhere to strict data 
protection standards in line with the General Data Protection Regulation, ICO guidance, and 
BACP ethical guidelines in relation to confidentiality.   

Ongoing Confidentiality, Integrity, Availability and Resilience of Processing Systems and 
Services 

protected against accidental loss or disclosure, destruction, and abuse. In consideration of this, 
we have implemented stringent processes to guard against such instances and we ensure that 
our policies and processes meet all of the necessary quality and information security standards. 
As well as being registered with the Information Commissioners Office in relation to data 
protection we are accredited to ISO27001, which is the global standard for information security 
and going beyond the market standard, we are accredited with Cyber Essentials Plus, as issued 
by the National Cyber Security centre (part of GCHQ) which demonstrates that cyber security and 
data protection are a top priority throughout our organisation.  

As part of our commitment to protecting client data, we have also implemented sophisticated data 
loss prevention (DLP) technology that can identify sensitive personal data and block it from leaving 
our business systems unless duly authorised. The DLP software is able to identify, prompt and 
block sensitive data from leaving the business adding an additional layer of protection. As further 
evidence of our continual drive to demonstrate that Health Assured take Information and Cyber 
Security seriously, we have implemented Salesforce Shield, a trio of security tools that builds a 
new level of trust, transparency, compliance, and governance right into our main CRM system. It 
includes Platform Encryption, Event Monitoring, and Field Audit Trail.  

All of our counsellors follow the BACP guidelines around client privacy and confidentiality in order 
to prevent unauthorised disclosure. Confidentiality is explained to all counselling clients and client 
consent is obtained wherever necessary.   

Compliance with Rights of Data Subjects  

Privacy Information: 
privacy and confidentiality to prevent an unauthorised disclosure. Any disclosures are 
undertaken to protect the client and only when clinically necessary.   

We capture personal details to support at risk situations, including name, address, contact 
number, and GP details.  

Access: The quality and compliance team manage the subject access request procedure. As 
data controller for the data supplied to us, the data subject would request their notes directly 
from Health Assured. A request can be made on behalf of a data subject by a third party; the 
third party must include a written authority from the data subject confirming their consent for us 
to release the data.   

Rectification: To correct or remove personal data reported as inaccurate, we have a policy and 



 

 

 

rights, including the right to rectify personal data we may hold which is identified as incorrect or 
misleading.  

Deletion: We never retain personal data for longer than necessary, following best practice for 
the secure destruction of data and equipment. Only ISO27001 certified third parties are used for 
this purpose.   

Portability: Another data privacy right that we comply with includes the right to data portability, 
where technology allows us to send personal data onto a new controller.   

Consent  
Upon engagement with the service, the individual is informed of what data we collect and how it 
is processed. Consent is provided on an 'opt-in' basis and can be withdrawn at any time. Data 
Subjects are referred to our Privacy Notices for detailed information on how their data is 
processed.  

Ensuring Consent is Recorded and Auditable   
Consent is recorded by the counsellor as they input all necessary information into the database, 
Salesforce. Salesforce complete multiple external audits annually, including records of consent.

Legal Safeguards  
Data will not be transferred to a country or territory outside the European Economic Area unless 
the country or territory ensures an adequate level of data protection.   

Any authority data stored or processed as part of the service would be hosted and remain within 
the UK. 

Maintaining Records  
Health Assured utilises the service of Salesforce CRM for data storage. Contractual requirements 
with Salesforce mandate that all data is stored in Tier 4 datacentres with appropriate controls and 
monitoring for Tier 4. Their services can deliver solutions compliant with HIPAA, PCI DSS and 
FISMA. 

Testing, Assessing and Evaluating Effectiveness 
We conduct vulnerability scans that are automated to run weekly, annual penetration testing, and 
use a test system via Salesforce, allowing us to test new systems without impacting live data.  

Anti-virus products are installed and updated, and maintenance is managed by our InfoSec 
department.   



 

 

 

Contact details and declaration. 

I declare that to the best of my knowledge the answers submitted and information contained in 
this complete document are correct and accurate, including parts 1, 2 and part 3. 

I declare that, upon request and without delay I will provide the certificates and/or documentary 
evidence referred to in this document except where this documentation can be accessed by the 
contracting authority via a national database free of charge or the contracting authority already 
possesses the documentation. 

I understand that the information will be used in the selection process to assess my suitability to 
participate further in this procurement. 

I understand that the authority may reject this submission in its entirety if there is a failure to 
answer all the relevant questions fully, or if false/misleading information or content is provided in 
any section. 

I am aware of the consequences of serious misrepresentation. 

 

Signature (electronic is acceptable) I Eagling 

Date 23/11/2023  

Contact details of those making the declaration 

 Response 

Contact name Iain Eagling 

Name of 
organisation 

Health Assured Limited 

Role in 
organisation 

Sales Director 

Phone number 0800 470 0568 

E-mail address Iain.Eagling@healthassured.co.uk 

Postal address 

 

 

The Peninsula, Victoria Place, Manchester, M4 4FB 



 

 

 

 

RESPONSE B STAGE 2 SPECIFICATION QUESTIONNAIRE - 
QUALITY EVALUATION FORM  to be completed by the tenderer.

 
Please write your responses in the boxes below each question. 
 
Please keep your responses concise and relevant to the question and do not provide 
generic responses. 
 
If you wish to add any complementary information such as supporting diagrams, case 
studies etc. to a response, please ensure that the document and where the relevant 
information is located is clearly referenced in the response box. This will aid 
evaluation. Please note complementary information must support your answer and not 
replace your answer. Any complementary information will not count towards any 
stated word counts. 
 
Where a word count is provided with each question, please do not exceed the word 
count. If a response exceeds the word count, Wigan Council reserves the right to 
evaluate the response up to the maximum word count but no further. Where a word 
count is not provided with the question, there are no restrictions. 

 

Please provide all the information requested in the following award questions, 
ensuring that responses have the correct references. 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



 

 

 

 

 

 

 
  

 

 

For each case: 

provide a brief description of the services delivered, value added achieved 
including evidence as to your capability in this market. It should also include: 

how it was delivered and where applicable the challenges that had to be 
overcome and how this was managed, how you managed the availability of 
the skills and technical expertise to successfully undertake the works in 
relation to:  

  
  
  
  

  
 

 

 

 

 

 

 



 

 

 

 

 

 

 

 

 

 

 

 

Availability of skills and technical expertise: 

 

 

 

 

 



 

 

 

 

 

 

 

 

 

 

 

 

  
 

 

 

 

 

 

 



 

 

 

 

 

 

 

 

SPS  Health SPS) programme provides 

emotional support to employees, or groups of employees, who may experience 
challenging or difficult situations in the workplace. The SPS service will provide a 
fundamental resource for individuals to recognise and manage the professional impact 
of the working environment on their own wellbeing and reach a resolution in complex 
situations.  
 

designed to be proactive in helping ensure employees have appropriate support to 
maintain an overall sense of wellbeing while doing their job. Delivered by one of our 
qualified clinicians, SPS assists their employees before they find themselves unable to 
cope or struggling to maintain a reasonable work/life balance that benefits their 
emotional and physical wellbeing.  
 

 

 

   

 

 

 

 

 



 

 

 

 

Availability of skills and technical expertise: 

 
 

 
 

 

 

 
 
 

 

 
 

 
 

 

 

  

 

  



 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



 

 

 

 

 

 

 

 

   

 

 

 

 

 

 

 

 

 



 

 

 

 

 

  
 

 

 

 

 

 

 

 

 

 

 

  

  

 

 

 

 
 



 

 

 

 

 

 

 

 
 

  

  

  

  

  

 

 

  

  

 

 

 

 

 

 



 

 

 

 

   

 

   

 
Qualifications: In line with clinical best practice, all professionals who will be providing 
EAP services to Wigan Council have the following qualifications:  
 
Helpline counsellors:  

 Recognised qualification in Counselling or Psychotherapy by BACP, UKCP, or 
BABCP, ensuring full membership status;  

 Minimum of two years of counselling experience (excluding training hours);  
 At least 550 hours of post-qualification experience;  
 Adherence to BACP recommendations for clinical supervision throughout 

counselling practice;  
 Completion of a DBS check;  
 Eligibility for full membership and accreditation with governing bodies such as 

BACP, UKCP, BPS, BABCP, COSRT, COSCA;  
 Part of the BACP Voluntary Register;  
 Experience in short-term counselling and the application of solution-focused 

approaches;  
 Experience in telephone counselling;  
 Commitment to continuous professional development (minimum 30 hours per 

annum); and  
 Understanding of working with clients at "risk," workplace counselling, short-term 

therapy.  
  

Affiliate counsellors:  
 Qualification in Counselling or Psychotherapy that is recognised by the BACP, 

UKCP, or BABCP;   
 Accreditation with governing body BACP, BABCP, UKCP, or BPS;  
 -qualification experience;  
 Demonstrate a commitment to continuous CPD (30 hours mandatory per annum);  
 Demonstrate an understanding of how to work with clients who present at risk;
 Demonstrate an ability to work within workplace counselling and short-term 

therapy;  
 Access to suitable therapy rooms in line with BACP guidance that pass Health 

  
 Indemnity Insurance up to the minimum value of £1,000,000;  



 

 

 

 

 A formal arrangement for counselling supervision;  
 Established and running for 4 years including:  
 250 hours of counselling training (100 hours of skill development and 150 hours of 

theory).  
 250 hours of supervised counselling practice; and  
 Private client contact time of at least 40 hours and 5 clients in the past year.  

 

 

Telephone Counselling: Our telephone counselling service is delivered by a team of over 
150 BACP-accredited counsellors and advisors. Each session lasts for 50 minutes, with an 
additional 10 minutes allocated for the counsellor to make case notes. Telephone 
counselling offers relative anonymity and ease of access, leading to positive outcomes. 
We specialise in structured telephone support, providing up to six sessions while adhering 
to our clinical governance policy and processes.  
 
Online and video counselling: We offer secure VOIP-based online counselling, which 
includes video sessions, allowing individuals to connect with a counsellor in real time over 
the internet. We prioritise security and use a bespoke version of Zoom designed for Health 
Assured clients, ensuring HIPAA compliance. This approach includes video counselling, 
VOIP, instant messenger, or a combination of these methods. Online counselling provides 
an accessible alternative to telephone and face-to-face counselling and supports 
individuals who might not otherwise seek help. Additionally, we provide access to 
computerised CBT offerings through Silvercloud, covering various subjects, and Power to 
Recover, which focuses on trauma support.  
 
In person / face to face counselling: -quality counselling is 
delivered through a network of over 2,400 active affiliate counsellors and practitioners 
across the British Isles. This includes over 179 BACP practitioners, 151 Eye Movement 
Desensitisation and Reprocessing (EMDR) practitioners, 350 Cognitive Behavioural 
Therapy (CBT) specialists, 22 training instructors, 51 CISM responders, and 8 
psychologists. They continually recruit to the network to offer a variety of therapeutic 
approaches, enabling them to consistently deliver high quality face-to-face counselling.  
 

 

 



 

 

 

 

 

 

 

 

 

 

 

 

  

 

  

 

 

  

 

   

 



 

 

 

 

   

 

  

 

  

   

 

 

 

  

 

 

 

 

 



 

 

 

 

 

 

 

 

 

LanguageLine - This is a service we have implemented to accommodate those whose 
first language is not English. We provide access to high-quality interpreters through 
LanguageLine Solutions, offering support in up to 240 languages. We can provide this 
service for telephone, web-based, or face-to-face.  
  
Relay - We also have integrated Relay UK compatibility, allowing users who may have 
hearing and/or speech difficulties to speak with one of our counsellors or advisors via a 
Relay assistant if they wish to do so. This service will be accessible via mobile, or the 
Relay UK mobile app.  
  
Deaf4Deaf - Many deaf or hard of hearing service users can lip read and choose to 
engage in face-to-face or online counselling. We are committed to exceeding accessibility 
needs, as such we also partner with a specialist Deaf4Deaf network of qualified BSL, ISL, 
ASL, and Oral (mixture of sign and spoken word) counsellors for online counselling 
sessions where requested).  
  
Provision of Accessible Counselling Sites - All our counsellors are members of the 
BACP, and we will ensure initial and regular checks, and require counsellors to provide 
evidence of accessible premises that are conducive to effective counselling. When an 
individual decides to commence face-to-face counselling, we ensure they are matched 
with a counsellor who can provide the necessary provisions around accessibility or can 
make reasonable adjustments to ensure equality of access throughout the counselling 
process.  

  
Neurodivergence - In acknowledgement of increasing awareness surrounding 
neurodiversity and the challenges faced by people with learning difficulties, Health 
Assured has taken strides to offer a range of resources that keep these accessible to 



 

 

 

 

individuals regardless of ability. This includes using an easy read format option for 
neurodiverse service users and personnel with learning disabilities which keeps 
information, language, and structure simple with a minimum of size 14 font.  
 

 

We will provide quarterly MI to Wigan Council, in addition to being able to meet ad-hoc 
requests for additional MI data as and when it is needed. This will be available across all 
services and Council/Directorate/Service/School levels. 
 
Our MI provides informative data demonstrating how services are being used and 
evidencing the return on investment. This will be presented and discussed at contract 
review meetings. Your Relationship Manager, Joanne Lister, will analyse any trends in 
the data and will work with you to develop appropriate promotion strategies and solutions 
to any concerns that arise.   
 
We present MI through clear coloured charts and tables in electronic formats (Microsoft 
Excel and PDF), showing monthly data as well as totals over the report period. Where 
possible, we categorise data by type of support utilised (telephone, face-to-face, legal 
advice, etc.) and nature / topic of the issue (mental health, relationships, financial, 
trauma, etc.) to ensure in-depth understanding and analysis.  
 
Breakdowns for individual departments / divisions can be provided through our 

across individual business units.  
Specifically, our management information reports will include:  
 

  
  
  
  
  
  
  
  
  
  
  

 

 



 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



 

 

 

 

 

 

 

 

 

  
 

 

 

 

 

 

 



 

 

 

 

 

  
 

 

 

 

 

 

 

 

Preferred Project Management/Implementation Methodology   
 
4 Week Implementation Plan: 

1) Familiarisation: week 1  
2) Management Information: week 2 
3) Marketing Information: week 3 
4) Operational Set Up: week 4 

 
8 Week Implementation Plan: 

1) Familiarisation: weeks 1 and 2 
2) Management Information: weeks 3 and 4 
3) Marketing Information: weeks 5 and 6 
4) Operational Set Up: weeks 7 and 8 

 
 
We note that your preferred contract start date is 01/04/2024, with the estimated contract 
award date of January 2024. We generally advise between 4 and 8 weeks for 
implementation to ensure that the EAP is successfully embedded, and all stakeholders 
understand the services available. However, we will base these timelines on your unique 
needs and requirements and work collaboratively with you on contract award to decide 
whether a 4- or 8-week implementation period will be required for this contract. Our 
implementation process contains four stages, with each stage having a separate timeframe 
for completion depending on whether a 4- or 8-week implementation is required:   
 
Specifically, each stage of our implementation will consist of the following actions: 



 

 

 

 

   
Stage One - Familiarisation   
On contract award, our Head of Client Success, Sarah Brimacombe, and your 
Relationship Director, Joanne Lister, will hold a kick-off meeting with your management 
team for the contract, covering key areas and answering any initial queries and concerns 
which you may have. Following the initial kick-off meeting, Joanne will also complete our 

success measures and culture. This document will then be used internally to 
communicate your unique needs and requirements to our operational teams.   
 
Furthermore, we propose to hold fortnightly conference calls between your Relationship 
Director and your identified key stakeholders to ensure that we can further understand 
your unique needs and requirements. Sarah will also work collaboratively with you on a 
daily basis to agree and develop a robust implementation plan including risks and 
mitigation, tasks, a timeline, priorities, and dependencies.  
 
During mobilisation, we will adhere to EAPA and BACP guidelines upon transfer of the 
EAP contract and follow established counselling practice for outgoing service providers. 
Regular communication between us and the incumbent supplier throughout the 
implementation period will also ensure the smooth transition of all medical records and 
data.   
 
Stage Two - Management Information (MI)  
We will discuss reporting capabilities with key stakeholders and your management team 
and confirm the format and frequency of your MI reports. We will also confirm the 
members of your management team who will be best placed to receive your MI reports.
 
Your dedicated Relationship Director will analyse any trends in the data and will work 
with you to develop appropriate solutions to mitigate risk and provide effective controls.
 
Stage Three - Marketing and Promotion   
Your dedicated Relationship Director will develop a tailored Communications Plan, 
working closely with you so that the most appropriate mediums and channels are utilised 
for maximum visibility of the service. Through the fortnightly conference calls, we will also 

-inception to gain a thorough understanding of 
the mediums currently being used to promote welfare services, what works, and what 
does not work within the council. In addition to the above, we will provide you with 2 days 
of onsite (or virtual) promotional support per annum, delivered by your Relationship 
Director.   
 
Stage Four - Operational Set-up  
We will ensure that all knowledge, understanding, and insight gained during the 
implementation process is communicated back to our delivery teams, so that all those 
who are supporting the contract are aware of your specific needs and requirements and 
unique internal structures. This will be implemented by service delivery team debriefs and 
internal training in line with a bespoke training plan for relevant supplier personnel. The 
bespoke Client Account document which will be developed during the familiarisation 
stage of this contract will also be cascaded amongst our teams and detailed during in-
depth team briefing meetings ahead of go-live.  



 

 

 

 

As detailed within the EAP Project/Implementation Plan attached, this stage will also 
include our Case Management System being updated with links to existing support 
structures and a test to confirm that our 24/7/365 confidential telephone helpline is 
accessible for your employees.   
 

plan has been assigned an owner including the current provider, our teams, and the 
   

 
Dependencies to Meet Project Milestones   
To ensure we are able to meet the milestones/each stage of our project/implementation 
plan, we will require a direct communication channel with the incumbent supplier to gain 
knowledge on any trends and usage figures that may help us in managing the service 
effectively and ensure all core services are updated for transition and go-live during the 
implementation period. Contact will also be made around re-branding to ensure that the 

ll be agreed for 
any calls that the incumbent still receives.  
 
We do not expect any financial investment from the council to be able to implement the 
services, and all costs involving the implementation process have been included within our 
pricing. During the initial kick-off meeting, we will establish the key stakeholders who will 
be involved in the delivery of the contract. These stakeholders will then be invited to attend 
fortnightly conference calls, with each call lasting for around one hour. Depending on the 
length of the implementation period required, we expect around 5-10 hours of time required 

requirements and workload.    
 
Through these fortnightly conference calls, we will work collaboratively with you to establish 
any third-party suppliers and other health and wellbeing services to be used for signposting 
throughout the duration of the contract. Throughout the implementation period, we will also 
encourage the key stakeholders as identified to actively take part in establishing frequent 
dialogue between the incumbent supplier, the council, and Health Assured to ensure the 
transitional period progresses in a smooth and timely manner at all times.   
 
In addition to the above, we will also require the key stakeholders to be involved in the 
development of bespoke implementation and communications plans, as well as the internal 
client portfolio folder for the council. These will allow us to profile, structure, pressures, 
priorities, success measures, etc, whilst ensuring each stage of the implementation 
process is in line with your requirements for go-live. The communications plan will also that 
the most appropriate mediums and channels are utilised for maximum visibility of the 
service.   
 

 

 

  
 



 

 

 

 

 

 

 

 

 

 

 

 

 

In addition to the quarterly performance review meetings, continuous feedback loops 
between Wigan Council and Joanne will be established to facilitate ongoing 
communication about the effectiveness of services, emerging trends, and potential areas 
for improvement. This iterative process ensures that adjustments can be made swiftly, 
contributing to the agility of the partnership. 

The management information that we will provide to Wigan Council will provide managers 
and HR staff with insightful data promptly, including key metrics on utilisation and trends 
across the data. This will be reported to Wigan Council at quarterly periods, but we can 
support ad-hoc requests if deemed urgent. Communicating this information can support 
the council in making informed decisions in a timely manner to ensure that employees 
are getting relevant support, and utilisation can continue to rise. 
 

 



 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



 

 

 

 

 

 

 

 

 

  
  
  
 

 
  

 

 

 

 

 

 

 

 



 

 

 

 

 

 

 

 

 

 

 

 

  
 

 

 

 

 

 



 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

  
 

 
 



 

 

 

 

  
 

 
  

 
 

  
 

 
 

  
 

 

 

 

 

 

 

   

 

 

 

 

  
 

 



 

 

 

 

 

 

 

 

 

  

  

  

  

  

  

  

  

  

  

  

  

  

  
 

 

 

 

 

 



 

 

 

 

  
 

 

 

Ensuring Suitably Qualified Staff 
Helpline counsellors:  

 Recognised qualification in Counselling or Psychotherapy by BACP, UKCP, or 
BABCP, ensuring full membership status;  

 Minimum of two years of counselling experience (excluding training hours);  
 At least 550 hours of post-qualification experience;  
 Adherence to BACP recommendations for clinical supervision throughout 

counselling practice;  
 Completion of a DBS check;  
 Eligibility for full membership and accreditation with governing bodies such as 

BACP, UKCP, BPS, BABCP, COSRT, COSCA;  
 Part of the BACP Voluntary Register;  
 Experience in short-term counselling and the application of solution-focused 

approaches;  
 Experience in telephone counselling;  
 Commitment to continuous professional development (minimum 30 hours per 

annum); and  
 Understanding of working with clients at "risk," workplace counselling, short-term 

therapy.  
  

Affiliate counsellors:  
 Qualification in Counselling or Psychotherapy that is recognised by the BACP, 

UKCP, or BABCP;   
 Accreditation with governing body BACP, BABCP, UKCP, or BPS;  
 -qualification experience;  
 Demonstrate a commitment to continuous CPD (30 hours mandatory per annum);  
 Demonstrate an understanding of how to work with clients who present at risk;
 Demonstrate an ability to work within workplace counselling and short-term 

therapy;  
 Access to suitable therapy rooms in line with BACP guidance that pass Health 

  
 Indemnity Insurance up to the minimum value of £1,000,000;  
 A formal arrangement for counselling supervision;  
 Established and running for 4 years including:  
 250 hours of counselling training (100 hours of skill development and 150 hours of 

theory).  
 250 hours of supervised counselling practice; and  
 Private client contact time of at least 40 hours and 5 clients in the past year.  



 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



 

 

 

 

 

 

 

 

  

 

 

 

  
 

 

 

 

 

 



 

 

 

 

 

 

 

 

 

 

 

  

 

 

 

 

 

 

 

 



 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

  
 

 

 

 

 



 

 

 

 

 

 

 

 

 

 

 

 

 



 

 

 

 

 

 

 

 

  

  
 

 

 

 

 

 

 

 

 
 

 

 

  
  
  
  
  
  
  

 

 

 



 

 

 

 

 

 

 

 

  



 

 

 

 

 

FORM OF TENDER 
Contract Title: Lot 1 Employee Assistance Programme & Counselling 
 
Should this offer be accepted I/we undertake to provide the required services / works in 
accordance with this quotation and the terms and conditions of contract and any other 
conditions which may be deemed necessary or appropriate by the Director of Resources 
or his nominated officer for inclusion in any contract to be entered into and to comply with 
any reasonable direction which may from time to time be given by the Council.  This 

reof shall 
constitute a binding contract.  
 
Please complete this along with all pricing documents within the tender pack which 
itemises the same information. 
 
The price you quote on this form will be the total sum that Wigan Council will pay for the 
goods, services or works required under the Specification in accordance with the 

usive 
cost and should be stated before VAT. 
 
I/We understand that the Council are not bound to accept the lowest or any quotation it 
receives. 

 
TENDER SUM 
Transfer final 
price from Price 
Schedule  

 
£80,240.00 

Excluding VAT (inclusive of all 
requirements / expenses) 

Signed I Eagling 

Full Name  IAIN EAGLING 

Duly authorised 
to sign for and on 
behalf of 

HEALTH ASSURED 

Position held  Sales Director 

Address  The Peninsula, Victoria Place, Manchester, M4 4FB 

Tel No.  0800 470 0568 

E-Mail  Iain.Eagling@healthassured.co.uk 

Date 
  

23/11/2023 

 
Pricing Document 
 
 



 

 

 

 

 
 
 
1. I declare that this a bona fide Tender, intended to be competitive and that I have not 

fixed or adjusted the amount of the Tender by or in accordance with any agreement or 
arrangement with any other person ('person' includes any persons, body or 
association, corporate or incorporate).  

2. I declare that the company is not aware of any connection with a member of the 
Council staff that could affect the outcome of the bidding process.  

3. I declare that I have not done and I undertake that I will not do at any time any of the 
following:  

 
a) communicate to any person, including the addressee calling for the Tender, the 

amount or approximate amount of the proposed tender;  
b) enter into any agreement or arrangement with any other person or body that he or it 

shall refrain from tendering or as to the amount of any Tender to be submitted;  
c) enter into any agreement or arrangement with any other person or body that we shall 

refrain from tendering on a future occasion;  
d) offer or pay or agree to pay any sum of money or valuable consideration directly or 

indirectly to any person for doing or causing to be done in relation to any other tender 
for the said work any act of the kind described above;  

e) canvas or solicit the Council staff.  
 
4. I understand that instances of illegal cartels or market sharing arrangements suspected 

by the Council will be referred to the Office of Fair Trading for investigation.  
5. I understand that any misrepresentations may also be the subject of criminal 

investigation or used as a basis for civil action. 
6. I understand and agree that if our tender is successful that the Organisation will 

purchase professional indemnity insurance as required if such insurance is not already 
held.   

7. I understand and agree to the conditions set out in the Freedom of Information and 
Environmental Information Statement.   

8. In this certificate 'Agreement' and 'Arrangement' includes any transaction private or 
open, or collusion, formal or informal, and whether or not legally binding.  

9. Disclosure  
 

Signed: I Eagling 

 
Name: Iain Eagling 
  
Title: Sales Director 
 
On behalf of: Health Assured Limited 
 
Date: 23/11/2023 



 

 

 

 

 
 
 

 

 
The Social Values Act came into force in 2013 and places an active duty on public 
bodies to consider, at the planning stage, the wider economic, environmental and 
social benefits that can be achieved through procurement. 
 
More details about the Social Values Act, including a Policy Procurement note, can 
be found here on the Cabinet Office section of the Gov.uk website. 
Social Value is hugely important to Wigan Council and is a mandatory requirement of 
procurement activity. 
Wigan Council seeks to deliver The Deal, which is an informal agreement between the 
council and everyone who lives or works here to work together to create a better 
borough. 
Further information relating to The Deal 2030 can be found here: - 
https://www.wigan.gov.uk/Council/Strategies-Plans-and-Policies/Deal-2030.aspx 
 
The Deal for Businesses information can be found here: - 
 
The Deal for Business (wigan.gov.uk) 
 

- 
 
Community Wealth Building (wigan.gov.uk)  
 
The Councils Community notice board is now live: Our Town Community 
Noticeboard (wigan.gov.uk) 
 
Social Value is defined as:  

utilities in a way that achieves value for money on a whole life basis in terms of 
generating benefits not only to the organisation, but also to society and economy, 

 
As part of our procurement activity, we actively seek to add social value to this project 
so would welcome responses which take this into account. Responses should be 
forward looking. 
 
Please note that social value, in this context does not mean adding additional cost in 
order to meet social value aims.  
 
When responding to Social Value questions, Wigan Council are interested in what 
Social Value you can deliver, how you will deliver it and how you will report it. 



 

 

 

 

Please be realistic about any commitments as these will be carried forward as a 
contractual obligation. 
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Lot 1 EAP and Counselling Service Price Schedule Tenderer: Health Assured Limited

Requirement
* Estimated 

usage required 
(pa)

 Unit cost 
Cost for 

each annual 
total 

Total cost Comments

Employee Assistance Programme / Counselling

Wellbeing Hub and Helpline - 8500 4.72£           40,120.00£       price per employee annual numbers up to 8500

Wellbeing Hub and Helpline - 8000 4.75£           price per employee annual numbers up to 8000

Wellbeing Hub and Helpline - 7000 4.80£           price per employee annual numbers up to 7000

Additional counselling session (EAP) Ad Hoc tba 59.00£         Price per additional session

Face to Face counselling session 850 0 Included in pricing above
Estimated cost p/a 40,120.00£       

Additional Services
Trauma therapy 125.00£       (part of the Enhanced Psychological Services) 

 £    1,000.00 Half day support
 £    1,500.00  Full day support
 £       890.00 Half day workshop
 £    1,350.00 Full day workshop
 £       400.00 Webinar
 £    3,000.00  8 - 16 delegates
 £    1,325.00 Refresher Course

Mental Health Champion course  £    2,000.00 8 -16 delegates
 £    1,850.00 (SFAUSI)
 £    1,350.00 Lite course
 £       360.00 Pre Psychological Assessment (including report)

 £       360.00 
Post Treatment Psychological Assessment 
(including report)

 £       125.00 per session 
 £         95.00 per session
 £       645.00 Group structured professional support

Unit cost fixed for two years

*Estimated usage per annum the actual figure will be agreed between the Parties

Suicide first aid course

Enhanced Psychological Services (EPS)

Structured Professional Support

CISM (Critical Incident Stress Management)

Wellbeing workshops and webinars

Mental Health first aid course
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Your Assistance 
Programme

A 24/7 helpline from Health Assured. Wellbeing 
and mental health support to get you through 

life’s issues, problems, and worries.

Free 24-Hour Confidential Helpline

Registered Office: The Peninsula, Victoria Place, Manchester, M4 4FB
Registered in England. No 6314620

Your healthy advantage

Pop out this card for future use



Wisdom

Your Assistance Programme
It’s not easy to balance the pressure of work, home life, and any 

other personal issues that you may be experiencing. Health Assured 
provides support and guidance for you and your immediate family. *

24/7 confidential support
Your call will be handled by an experienced therapist or advisor, 

who will offer support in a friendly, non-judgemental manner. 

What can I use this service for? 
Family
issues

Medical 
information

Alcohol or 
drug issues

Low 
mood

Consumer 
issues

Financial 
information 

Relationship 
advice

Childcare 
support

Domestic 
abuse

Tax 
information

Legal 
information 

Housing 
concerns 

Stress & 
anxiety

Retirement

Bereavement

Bright TV 

Nutritional 
advice 

Financial 
wellbeing 

Health 
Checks 

Medical 
factsheets

Four-week 
programmes 

Fitness 
advice 

Budgeting

Stress & anxiety
Debt
Work
Addictions
Relationships
Legal

Your Assistance 
Programme

*Health Assured define immediate family members as spouse/partners and children aged 16 
to 24 in full-time education, living in the same household.

Free 24 Hour
Confidential Helpline

Download Wisdom now

wisdom.healthassured.org



Individual Frequently 
Asked Questions
Assistance Programme FAQs



2

Your Healthy Advantage

What is an Assistance Programme?

An Assistance Programme is a confidential service designed to help you deal with personal 
and professional problems that could be affecting your home life, work life, health, and general 
wellbeing. Our helpline is available 24/7, 365 days a year.

Are my calls confidential?

We believe that one of the best ways to support you is to support your immediate family as well: 

All calls are confidential between the caller and the counsellor or advisor. 

Exceptions can occur only if there is a serious risk of harm to the caller or others. 

In such circumstances, the caller will always seek guidance before breaching confidentially. 

Analytical usage data may be shared with your employer (excluding identifying factors). 

Who can use this service? 

All calls are confidential between the caller and the counsellor or advisor. 

Exceptions can occur only if there is a serious risk of harm to the caller or others.

What services are available? 

*Chargeable at additional cost

Confidential telephone helplines available 24/7 

Formal counselling, in the form of either in person or telephone sessions (as applicable) 

Online video counselling and online CBT (as applicable) 

Critical incident support* 

Wisdom Ai – Our search engine style wellbeing tool 
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Is the service restricted to issues         
dealing with stress? 

Health Assured can provide additional support for a variety of personal matters, such as: 

Personal legal information or tax support 

Family issues including childcare and eldercare 

Housing and tenancy concerns 

Bereavement or loss 

Relationships and marital changes 

Medical information 

What’s included with the critical      
incident support? 

Free 24-hour confidential helpline: 

Our trauma-trained counsellors focus on solving an immediate and identifiable problem, 
enabling you to return to your daily routine quicker.  

If you require follow-up support, we are able to provide counselling across the UK and the 
Republic of Ireland.



Contacting your
Assistance Programme
A Guide
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When should I contact Health Assured?

When the time feels right, you may feel the need to reach out for emotional or practical 
support. We know how difficult it can be to take those first steps. Our qualified and experienced 
counsellors are ready to listen and provide guidance when you need them the most. 

You may be looking for some practical advice. Health Assured have qualified legal advisors 
who will assist you with any legal matters or queries. Our service is available 24/7, 365 days a 
year so help is always available. 

How can Health Assured help me?

Health Assured provide emotional support and practical guidance. The counsellors will conduct a 
preliminary assessment over the phone and provide early interventions. You can take advantage 
of our structured counselling or use the helpline to work through your current situation. 

If you have any practical concerns, our legal advisors can help. They will provide advice and 
guidance on issues such as:

Divorce
procedures

Probate
costs

Property and
partnership rights 

Writing
a will

Tenancy 
and housing

Boundary 
disputes

Motoring 
issues

Your Healthy Advantage
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What’s the process when I call 
Health Assured?

A qualified counsellor or legal advisor will answer your call. If it’s your first call, 
we’ll ask you for the name of your organisation and your contact details. 
Health Assured use this information to get you set up and ready on the system.

If you’ve contacted us before, we’ll ask you some security questions, including 
your date of birth and postcode. Data security is important so you must answer 
correctly to continue. 

We’ll ask you what your call relates to. This is to make sure you get the right support 
as quickly as possible. For example, if a counsellor answers and you need legal 
advice, we will transfer you to an advisor. In the unlikely event that the appropriate 
counsellor or advisor is unavailable, we’ll arrange a call-back at the best time for you.

Your Healthy Advantage

Our counsellors use a proactive and empathetic approach. We will provide you with ample 
time and space to talk about your concerns and provide guidance and mindfulness 
techniques that will help you in the present moment.

A few simple changes are often enough to make a world of difference. Our counsellors may 
suggest useful resources that will help you make those changes. At the end of the call, the 
counsellor will also explain the options available to you moving forward.

You can choose to simply call back if you would like to talk again or if you would like to 
explore the option of structured counselling. We will offer to complete a clinical assessment 
with you. But don’t worry, this isn’t as drastic as it sounds – the assessment takes around 20 
minutes, and the questions will ensure we get you the best support possible. 

Our counsellors are available 24,7, 365 days a year.

What does a counselling call 
look like?
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What does an advisory call look like?

Our advisors use the same proactive and empathetic approach as our counsellors. We’re 
experts in legal processes, obligations, and liabilities. We’ll listen to your challenges and offer 
practical guidance on the best way to proceed. 

While our advisors aim to resolve your challenges in-house, sometimes we’ll need to direct 
you to external resources to ensure you are receiving the most appropriate advice.

Why are my personal details taken?

Health Assured’s Assistance Programme is confidential, and your personal details will never 
be shared unless it’s an emergency. In order to provide the best service, our counsellors and 
advisors will ask for a few details including your name, address, contact number, and date 
of birth. We’ll also ask if it’s okay to leave you a voicemail or send you an SMS – it’s fine to 
say no to these. 

We treat your data with total confidence. All employees are bound by ethical and legal 
frameworks and the service is ISO27001 accredited*. 

Will you contact my GP?

In most cases no. Health Assured would only need to share, if the following applies:

We believe that someone is at risk of serious harm.

You asked your GP to get you help because you can’t do this yourself.

You expressed that you were experiencing thoughts of self-harm or having suicidal thoughts.

Your GP has been informed about potential acts of terror or bombings.

Health Assured will always seek your consent before contacting your GP or the emergency 
services. However, if it is deemed that you are an immediate risk to yourself or others, this may 
not be possible.

*ISO 27001 certification is a globally recognised standard for information security and demonstrates Health Assured’s
commitment to information security best practices. Health Assured is committed to keeping our client’s and service
user’s data safe. ISO 27001 accreditation shows continued improvements in maintaining the protection of information
security through risk assessments, policies, and compliance with effective information security management.
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Will Health Assured contact my employer?

Health Assured provide a confidential service. We won’t contact your organisation or 
occupational health team when you call the helpline. 

We will only contact your employer after receiving a referral form. If your organisation 
wants to refer you to Health Assured, they must have your written consent. We will email 
your organisation after receiving a referral form to acknowledge its receipt, and again if 
we are unable to contact you. 

What happens if I want to access 
structured counselling?

If you decide structured counselling is for you, one of our counsellors will carry out a     
clinical assessment.

Health Assured will take into consideration biological, psychological, and social factors  
during the assessment. This is called the ‘biopsychological model of health’ and it allows     
the counsellor to explore your concerns and identify your goals for the counselling sessions.

We know that it's not always easy to answer personal questions but by using this approach, 
we aim to put your mind at ease and make the assessment as comfortable as possible. It 
usually takes around 20 minutes and can be completed over the phone. The assessment is   
a vital part of the therapeutic process to be completed at a time that suits you. After the 
assessment, your counsellor will identify the most appropriate treatment for you. 

What happens during a 
counselling session?

You will work with the same counsellor on a weekly basis, and each session will last for 
50 minutes. The counselling sessions will provide a safe and confidential space for you 
to talk about how you are feeling and help you to identify a way forward. 

Our counsellors use a solution-focused approach which focuses on the here and now. 
Talking through your problems is a powerful way to deal with them. This approach 
encourages mindfulness and helps to build change.

You’ll set targets and goals during the sessions, building your own plan and resources 
with help from your counsellor. 



Health Assured Ltd

healthassured.org

The Peninsula, Victoria Place
Manchester, M4 4FB

0800 206 2534
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Legal Information and Guidance

The Health Assured 24/7 confidential helpline and Wisdom app give you access to legal 
information and guidance on a wide range of issues including personal, financial, and legal matters.

Our in-house legal advisors are fully trained and have extensive experience in providing immediate 
support to individuals in their time of need. The Health Assured legal team will assist with a wide 
range of issues by providing information on legal processes, obligations, and liabilities, enabling 
you to identify your next step and make informed decisions about the best way to resolve the  
issue at hand. 

The reasons listed above are examples- our legal support service covers a wide range of topics, 
and your call will never go unanswered. The Health Assured 24/7 confidential helpline makes it 
easy for you to access support, information, and counselling as a fully integrated package. We 
have a range of resources available on our Wisdom app, giving you access to tools that promote a 
healthy lifestyle and greater wellbeing. 

Your Healthy Advantage

Common reasons for calling include: 

Our helpline also provides guidance and signposting for 
debt and money management including: 

Consumer rights

Family and matrimonial law

Childcare & eldercare

Civil litigation 

Medical negligence 

Motoring offences

Personal injury

Wills and probate 

Landlord and tenant 

Housing and property law 

Budgeting 

Buying or renting a property 

Negotiating with creditors 

Debt management plans 

County court judgements

Benefits and grants 

Mortgage advice

Equity release 

Financial calculators

Download the Wisdom App
Unique code:
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Welcome to Health Assured
Health Assured are proud to be the Assistance Programme provider 
for your organisation. But in order for you and your people to have 
all of the benefits available, it’s important that everyone is aware of 
what they have at their disposal and how to access it. 

When introducing an Assistance Programme to your people, it’s vital 
that your wellbeing stakeholders and managers raise awareness 
about the service, while also developing an understanding of how it 
can support you and your team.

What is an Assistance Programme?

An Assistance Programme is a confidential service that provides support and guidance with any 
personal or professional problems that may affect your overall health and wellbeing.

This guide has been created to assist you in speaking with confidence about everything it can 
offer you and your people.

Summary of Services

Life Support: Access in person, telephone, and online counselling.

Legal Information: Support for debt management, in addition to consumer, property, or 
neighbour disputes that can cause emotional distress.

Bereavement support: Advice, guidance, and counselling for grief in bereavement, as well as 
legal support for grief-related legal matters.  

Medical information: Practical advice, guidance, and support from qualified nurses for a wide 
range of medical-related health issues. 

Online CBT Support (as applicable): Self-help modules, fact sheets and guidance videos 
from leading qualified counsellors for a wide range of needs, including anxiety, depression, 
and menopause. 
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This manager’s guide contains information to assist you further in promoting the services within 
your team, as well as guiding you with any queries you may have.

Managerial and HR support

Manager consultancy and support

Team building and conflict resolution

Return to work support

Conflict resolution

Bullying and harassment support

Benefits to your organisation

Unified and motivated teams 
across your organisation

An increase in the wellbeing 
of your people 

Enhance organisational reputation

Absent team member support

Increased staff retention

Increased staff loyalty

Supports duty of care

Wellbeing referral

Employment Law and HR line

24/7 critical incident stress support

Management telephone support

Additional Managerial Support

Sometimes, managing or overseeing a team of people comes with challenges like organisational or 
individual conflict, difficult conversations about sensitive topics, and communicating about change. 

Health Assured’s managerial consultancy service* is available via the helpline, with on-site 
promotional support days, workshops, and briefings to provide more insights into creating a 
healthier, more supportive environment. 
 
*Additional cost for digital EAP
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Accreditation, Privacy, and Confidentiality

Health Assured’s Assistance Programme has the wellbeing of your people foremost in mind. It 
was created as an aid to deal with personal or work-related problems that may affect wellbeing 
and impact effectiveness.

As the UK and Republic of Ireland’s largest, award-winning provider of employee wellbeing 
solutions, Health Assured is committed to providing a first-class service to both our clients and 
their workforce. We provide a range of dedicated online and telephone services which are 
available 24 hours a day, 365 days a year. 

Our Counsellors

Health Assured hold accreditation at an organisational level, meaning every process, policy,    
and protocol is rigorously picked apart. It’s a prestigious accreditation that requires annual 
assessments. We are proud to have held this accreditation for over 5 years. 

86% of Health Assured counsellors/affiliates currently hold accreditation with either BACP, 
BABCP, IACP, UKCP, NCS, or BPS. The remainder of our Affiliate Club are all fully registered 
members of these bodies and working towards accreditation.

We have a wide range of counsellors from many different backgrounds and different lived 
experiences. Promoting inclusivity and having a diverse workforce is at the forefront of 
Health Assured's ethos.

Our Legal Advisors

The Health Assured services team is made up of legal and human resource professionals. 
They receive regular training and ongoing development to ensure consistent quality while 
abiding by the appropriate professional code of conduct. They offer information and 
guidance on a wide range of topics, including private legal concerns such as writing a will, 
divorce procedures, probate costs, property and partnership rights, tenancy, housing or 
boundary disputes and motoring issues. 
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Counselling Support

Telephone support for any matter of concern ranging from bereavement and loss 
through to stress and anxiety.

Legal and financial information for practical problems causing personal distress. 

Digital Cognitive Behaviour therapy (CBT)

Managerial support, consultancy and coaching are available to managerial teams. 

Where there is deemed to be a clinical need, in person counselling sessions near to where you 
work or live are available (as applicable). Alternatively, structured telephone counselling may 
also be available (as applicable).

Online and video counselling is also available (as applicable).

Valuable virtual workshops and webinars.   

Enhanced services are available digitally and face-to-face, including Mental Health 
First Aid courses.

Access to SilverCloud and Right Steps digital courses and support, such as CBT interventions 
and menopause cognitive behavioural therapy (CBT).

Privacy and Confidentiality

All calls are completely confidential; however, exceptions can occur when there is a risk of serious 
harm to the caller or others which requires us to share information with relevant authorities such 
as your GP or the emergency service.

Further information regarding how Health Assured processes personal data is continued in our 
privacy policy, which can be found at www.healthassuredeap.co.uk/privacy -policy/.

Assistance Programmes as 
a Management Tool

Assistance programmes are intended to improve the wellbeing and mental health of your people, 
while also increasing productivity and performance through engagement with the service. Your 
Assistance Programme will work alongside your managerial duties to provide positive outcomes 
for issues like poor performance, unprofessional behaviour, and negative attitudes.

The service is designed to provide a mutually beneficial outcome for management, HR, and 
individuals alike.



6

Your Healthy Advantage

Accessing Support

Our specialists aim to support wellbeing through structured support, paired with encouragement 
from you as their manager. They will help you look at the options and will work with you towards 
a positive situation for both you and your people. 

Wisdom App & Dedicated 
Resource Library 

Available for iOS and Android, Wisdom offers a variety of bespoke wellbeing features exclusive to 
Health Assured clients and partners. Within the app, users have access to a library of learning 
materials personalised to their preferences, including wellbeing articles, videos, weekly mood 
trackers, 4-week plans and mini health checks. 

Health Assured offers a dedicated virtual library containing information and self-help guides, 
accessed via our website at wisdom.healthassured.org. They cover a range of wellbeing issues and 
provide instant guidance and support: helping employees manage their physical, mental, and 
emotional health. Fact sheets, four-week programmes, webinars, wellbeing videos, health checks 
and regular newsletter articles are available. Your organisation’s login details can be found in your 
welcome pack. 

The Wisdom app offers access to BrightTV - powered by Health Assured. A monthly TV series, 
featuring well-known personalities talking about their personal experience with mental health issues.

When to use the Service

For managers, it can be a challenge to know when to step in and offer support without 
overstepping personal boundaries, especially when someone is going through personal issues.

Below are some circumstances where an assistance programme can offer support and guidance 
before an issue becomes a disciplinary matter.

Someone’s demeanour and attitude has suddenly changed, or they are struggling to cope 
with tasks they’ve previously done well.

Someone experiences a bereavement or has worries regarding childcare or eldercare.

A change in demands within their role, or recurring problems with colleagues. 

You’re new to a managerial position and feel unsure of how to approach personal matters.
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Telephone Support

Experience has taught us that our service is most effective when you speak directly to one of our 
counsellors. To access telephone support from the counselling team, simply call the Health 
Assured 24/7 confidential helpline. Explain that you are a manager requiring assistance dealing 
with a member of your team and you will be put through to the relevant department, where you 
will be taken through a process of clarifying the problem.

Our specialists aim to support wellbeing through structured support, paired with encouragement 
from you as the manager. They will help you look at the options and will work with you towards a 
positive situation for both you and your people.

If it helps, they can role-play situations with you, or coach you on behavioural issues. The 
counsellor/advisor will help you formulate an action plan to improve performance, identify 
achievable targets for your employee, and recognise practical and personal support that may be 
required to achieve them.

Once the action plan is started, you can schedule telephone appointments with the same 
counsellor or advisor to discuss continued support, any progress and other issues that may arise.

Informal Referrals

If you believe that someone would benefit from counselling, reminding them of the service 
available to them can sometimes be all it takes for them to pick up the phone.

Reminding them of the amount of support available through our Assistance Programme can help 
to resolve issues promptly while increasing productivity.

Online Referrals

In other cases, it may be that a formal referral is more appropriate. Managers can submit 
referrals on behalf of an individual via our Wellbeing Referral Portal. The form is accessible from 
any web browser, fully secure and ensures complete confidentiality. 

Prior to submitting a referral, ensure that you read our Referral Guidance Notes and FAQs and 
complete the consent form within the link. Once you have successfully submitted a referral, you 
will receive a confirmation email.
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Emotional
Feeling continuously

Increased anxiety

Feeling overwhelmed easily

Disproportionate rage, anger, or resentment

Mental
Showing signs of hopelessness

Low self-esteem

Lack of concentration

Trouble with memory

Behaviour
Socially withdrawn

Disorganized speech

Mood extremes

Changes or disruptions in appetite

Physical
Increased headaches

Continuous fatigue

More absences

Gaining or losing weight rapidly

What Managerial Support is Available? 

Manager FAQs

Individuals stress management

Conflict resolution

Communicating change

Performance and appraisals

Post-trauma support

Effectively signposting to the service

Signs and symptoms to suggest your colleague 
may need to talk to a counsellor
If you are concerned about a colleague’s mental wellbeing or if they are showing any of the 
below symptoms, it may be a sign to give one of our counsellors a call:
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Who can use this Service? 

We believe the best way to support your people is to support their immediate family* as well:

*Health Assured define immediate family as living in the same household, aged 16 to 24 and in full-time education.

People’s partners and dependant* access the telephone helpline

Structured telephone counselling extends to people’s partners and dependant

What Services are Available? 

Comprehensive telephone helplines 24/7

Formal counselling, in the form of either in person or telephone sessions (as applicable)

Online video counselling or online CBT (as applicable)

Wisdom app

Dedicated resource library

Critical incident advice

Are my Calls Confidential?

All calls are confidential between the caller and their counsellor or advisor

Exceptions can occur only if there is a serious risk of harm to the caller or others

In such circumstances, the counsellor will always seek guidance before breaching confidentiality 

Analytical usage data may be shared with the organisation at top level 
(excluding identifying factors)
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Is the Service Restricted to Issues 
Dealing with Stress?

Health Assured can provide additional support for a variety of personal matters, such as: 

Personal legal information or tax support

Family issues including childcare and eldercare 

Housing and tenancy concerns

Bereavement or loss

Relationships and marital changes

Medical information 

What’s Included with the Critical 
Incident Support? 

Critical Incident Stress Management: Focuses on solving an immediate and identifiable problem, 
enabling employees to return to their daily routine quickly.

On-site support*: A fully trained trauma counsellor or counselling team will be on-site (typically 
within 24 to 48 working hours) to deliver a specialist group counselling debrief. *Additional fees 
may apply. 

Follow-up support: If an individual requires follow-up support, we are able to provide counselling 
across the UK and the Republic of Ireland.
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Your Wellbeing Services

Home
Life Support
If you’re having trouble 
balancing your budgets, 
debt, or civil disputes, we 
have expert advisors here to 
offer the support you need.

We recognise the value of 
self-help tools, which is why 
we provide a range of 
wellbeing modules, 
factsheets, and invaluable 
video counselling.*

Wellbeing
Resources

*Clinical assessment will be needed, to help support expectations.

Wisdom is your guide to 
health and mental wellbeing. 
The brand-new features are 
designed to help track your 
wellness, improve your 
mental health.

Wisdom 
App

We have a range of resources 
aimed to support you both 
physically and emotionally, 
from managing anxiety to 
simple breathing techniques. 

Physical and
Emotional Health

How are you feeling today? 
Take a minute to check in 
with yourself by using the 
health checks to assess and 
support your health and 
mental wellbeing.

Mini Health
Checks

Our 4-week plans are 
designed to support your 
health goals, whether that 
be eating healthier, quitting 
smoking, sleeping better, or 
coping with pressure. 

4-Week
Health Plans 

BrightTV – powered by 
Health Assured is a monthly 
series, featuring well-known 
personalities talking about 
their personal experiences 
with mental health. 

Wellbeing
Videos

The health calendar raises 
awareness of different 
health concerns each 
month, awareness days, 
and how to prevent issues 
from arising.

Health
Calendar

Our work-life advice is 
dedicated to supporting you 
through professional issues, 
whether it be returning to 
work or coping with change.

Work-Life
Assistance

Download the Wisdom App
Unique code:
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EXTERNAL USE  

 

Working with Bereavement 
 
The early stages of a bereavement can be seen as an emotional rollercoaster, however, grief is a natural 
process which an individual will work through in their own time.  
 
A bereavement can bring up so many emotions, and as such we find that this is generally a good time for 
people to use the helpline in the first instance in order to talk about their feelings and emotions associated 
with their grief and loss and start to process these.  
 
Our counsellors can help an individual normalise the emotions they are experiencing and provide 
psychoeducation around the different stages of the grieving process. The counsellor will work collaboratively 
with an individual; helping them to understand their reactions in a compassionate setting and guide them to 
resources that might help during such a difficult time.  
 

When should an individual access structured counselling? 

There will be occasions where an individual has experienced a recent bereavement and counselling will be 
appropriate, alternatively, for some, accessing counselling in the first instance may not be the most suitable 
option.  
 
A lot of individuals will find their own resources for dealing with loss, including permanent support networks - 
research has suggested that when a counsellor becomes involved during the early stages then friends and 
family tend to withdraw as they feel that the individual is being supported – this can negatively impact the 
grieving process.  
 
Moreover, there are times where it may be recommended that an individual takes time to process their initial 
thoughts and emotions prior to engaging in structured counselling. They will then be in a better frame of mind 
to engage in therapy and put a number of actions in place to support them in moving forward.  
 
As standard, bereavement organisations recommend accessing counselling after around 3-6 months, 
however, at Health Assured we do recognise that there will be occasions where an individual will need to 
access support earlier.  
 

What will happen if an individual requests structured counselling or a counsellor 

feels an individual may benefit from this?  

If an individual expressed a wish to access structured counselling or the counsellor identifies that an 
individual may benefit from structured counselling, the counsellor will complete a clinical assessment with the 
individual. This process allows us to understand the main presenting concerns, support currently in place 
and assess readiness for counselling. The clinical assessment will also explore a focus for the counselling 
sessions, when working with grief, the focus may simply be to talk through emotions and explore ways of 
looking after ones self. The assessment is essential to ensure we are supporting each person appropriately 
in line with our short-term model. 
 
At times, the outcome of the clinical assessment will identify that more specialist long-term support is 
required. This specialist support would typically adopt a more person-centred approach and allow an 
individual to explore more in-depth emotions felt throughout the grieving process. In such instances, we may 
signpost an individual to their GP or a specialist bereavement organisations. All counsellors will provide 
context and rationale when making a clinical recommendation and providing signposting.  
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