
 

 
 
 
DEVELOPMENT OF AN INTEGRATED TELECARE AND TELEHEALTH CODE OF PRACTICE – TENDER 
DOCUMENT 
 
Background: 
 
Telecare Services Association (TSA) is the UK representative body for telecare and telehealth and the 
largest industry specific network in Europe. We are a not-for-profit membership based organisation, 
with a current membership of over 340 organisations. Our membership is mainly from within the UK, 
although we are experiencing growth from overseas, and includes organisations from Local 
Authorities, Registered Social Landlords, Health, private sector service providers, private sector 
technology suppliers, telecoms and infrastructure providers. Our members support the majority of 
the 1.7 million service users who benefit from telecare and telehealth in the UK.  
 
Our purpose is to promote and support the telecare and telehealth industry, highlighting the 
benefits of telecare and telehealth for commissioners across health and social care, service users 
and their family and carers. 
 
 The TSA has been at the forefront of developing quality standards for the industry since 1995 
through our own Telecare Code of Practice that delivers a high quality, independently audited, 
guaranteed standard for users. It is the only user-centric, quality standard for telecare in the world.  
 
Nearly 150 of our members are accredited to our 2009 Telecare Code of Practice, which is based on 
an R2R model covering from referral of an individual, through the various elements of a telecare 
service delivery, to regular re-evaluation of that individual. The Telecare Code is a matrix structure 
(copy attached) comprising modules that set the required standards, processes and policies for each 
element of service delivery and the supporting standards covering areas such as staff training, 
governance, business continuity, safeguarding the individual etc. Service providers are accredited to 
each module in the matrix shown to be relevant to the service delivered. 
 
While telecare has become recognised as a mainstream service – though still some way from being 
fully integrated into the delivery of social care – telehealth is still very much in its infancy, with a 
number of trials and pilot operations being run around the country, but not widespread adoption. 
The Government has recognised the benefits that both telecare and telehealth can provide, 



particularly as a viable alternative to the more costly forms of traditional care that can no longer be 
sustained, and has given support for its adoption. This included support in the Government’s Plan for 
Growth, issued alongside the budgetary announcements in March 2011, for a Code of Practice to 
deliver a guaranteed Service Mark for users and carers. 
 
 The TSA has been concerned about the lack of any standards on service delivery for telehealth and 
recognises that an extension of its Telecare Code of Practice would address this shortfall. It has 
undertaken work with telehealth service providers, commissioners, and leading policy and opinion 
makers and gained a clear endorsement for an integrated Telecare and Telehealth Code of Practice. 
This would recognise that there are common areas with its existing Code, but other parts that would 
need to be specific to the provision of either telecare or telehealth. 
 
The first phase of the TSA Integrated Telecare and Telehealth Code of Practice has been completed 
with the development of: 

 an integrated Code Matrix – copy attached.  

 overview of a new Process Module: Service Infrastructure – copy attached 
 
The Contract 
 
The second and final phase of the project is to deliver the detailed documentation that will comprise 
the Integrated Telecare and Telehealth Code of Practice Modules. 
 
1. General Outcomes 
 

The required general outcomes are an Integrated Telecare and Telehealth Code of Practice 
that: 
o Addresses all the main elements of telehealth service delivery 
o Clearly integrates into the Telecare Code of Practice 
o Carries the endorsement of key stakeholders, opinion makers, leading telecare and 

telehealth Service Providers and Commissioners in the UK 
o Integrates the learning from research based practice ie Whole System Demonstrators, 

Veterans Association, etc 
o Can be applied in each of the UK Nation States 
o Identifies an outcomes based approach to the delivery of the Telehealth aspects of the 

Integrated Code of Practice 
o Is in line with the expected requirements of the Government’s ‘approved Code of 

Practice’ 
 
2. Specific Outcomes 
 

The specific outcomes of the Contract are to deliver as follows: 
 
 New Documents: 

 Service Blueprint/Service Infrastructure Process Module 

 Data Monitoring Process Module 

 Initial Action Process Module 

 Post Initial Process Module 
 
 
 
 Documents to be revised: 



Full and comprehensive review of all the Process and Standards Modules identified in the 
Integrated Matrix (excluding the  new Process Modules above) that are marked  with a 
‘black tick’ to ensure that the Telehealth requirements are clearly identified, including the 
development of appropriate and challenging KPIs for the Telehealth aspects. 

 
 Documentation Format 

The format of the detailed documentation should mirror that used within the current 
Telecare Code of Practice documents and should clearly identify by way of ‘bold font’ the 
required Inspection Points for accreditation to the Integrated Telecare and Telehealth Code 
of Practice and in ‘non bold font’ the good practice, supplementary material.  

 
 Stakeholder Engagement 

To ensure that stakeholder engagement and consultation with the TSA Membership on the 
content of the detailed documentation is achieved, together with 2 Pilot Inspections at TSA 
Member Service Provider locations, with the TSA Inspection Body. 
 

 
The Timetable  
 
The successful Contractor will be required to deliver the outcomes of this Contract by the end of 
October 2012 to enable presentation of the final Integrated Telecare and Telehealth Documentation 
to the TSA Board at its meeting on 4 December 2012. 
 

o Responses to TSA by     16  April  2012 
o Interviews      To be confirmed 
o Contract awarded     7 May 2012 

 
Selection and Award Criteria: 
 
Selection will be an open tender process with bids received judged on the following criteria: 
 

o Presentation and Interview 
o Previous Experience  
o Capacity to Resource the Contract 
o Approach to the Contract/Quality 
o Potential to Add Value 
o Best Value for Money 

 
Bidders will be expected to submit a detailed proposal for undertaking this contract, addressing how 
it will: 

o  achieve the general outcomes specified in Paragraph 1. 
o Achieve the specific outcomes identified in Paragraph 2. 
o a project execution plan to hit the timescales identified,  
o Details of the engagement, consultation and pilot stages of the project. 
o Potential to Add Value 

 
TSA has set aside up to £25K for this project, but bids will be evaluated against a best value for 
money criteria. Bids should detail the number of days allocated to each of the four identified specific 
outcomes areas, including the day rates for each member of the project team. 
 



Estimated costs for travel, stakeholder engagement, pilot inspections etc should be included in the 
bid price but detailed separately. 
 
Bidders will be expected to identify their Project Team and provide supporting CVs. The Project 
Leader will be required to attend the panel interview.  Any changes to the Project Team will only be 
permitted with the prior agreement of TSA. 
 
Any enquiries about the content of this project brief should be e-mailed to the TSA Office on 
admin@telecare.org.uk by Friday 13 April 2012.  All bidders will then be advised by e-mail of any 
clarifying information 
 
Submission of bid: 
 
Bids should be submitted in a double envelope – the inner envelope marked ‘Integrated Telecare 
and Telehealth Code of Practice Bid’, to the TSA office at the following address: 
 
Membership Service Centre, 
Telecare Service Association 
Suite 8, Wilmslow House 
Grove Way 
Wilmslow 
Cheshire 
SK9 5AG 
 
Bids must be received at the TSA Office no later than midday on Monday 16 April 2012. 
 
Definitions 
 
Telehealth (remote care) – Electronic sensors or equipment that monitors vital health signs remotely 
eg. in your own home or while on the move.  These readings are automatically transmitted to an 
appropriately trained person who can monitor the health vital signs and make a decision about 
potential interventions in real time, without the patient needing to attend a clinic. 
 
Telecare – Personal and environmental sensors in the home that enable people to remain safe and 
independent in their own home for longer. 24 hour monitoring ensures that should an event occur 
the information is acted upon immediately and the most appropriate response put in train. 
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