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No| DATE TYPE From To Decision applied
mene & PdUICK

1 104.01.10 | Letter Robert Notley sweeney Release N/A
2 | 09.01.10 | emalil Dick Roche TD Dara Purcell Release N/A
3 [ 11.01.10 | letter Dick Roche TD CEO HSE Release N/A
4 111.01.10 | Letter Dick Roche TD Dara Purcell Release N/A
S5 120.01.10 [ email Reps E Lynch Release N/A
6 | 21.01.10 [ Letter Dara Purcell o Dick Roche TD Release N/A
7 1 21.01.10 | letter HSE Dick Roche TD Release N/A
8 | 27.01.10 | Letter Dick Roche TD Dara Purcell Release N/A
9 | 09.02.10 | Letter Dara Purcell Dick Roche TD Release N/A
10 | 18.02.10 [ letter Dick Roche TD Dara Purcell Release N/A
111 18.02.10 | Letter Dick Roche TD CEO HSE Release N/A
121 15.03.10 | Letter Dick Roche TD CEO HSE Release N/A
13 ] 30.03.10 | Letter Dick Roche TD CEO HSE Release N/A
14 106.04.10| Letter CEO PA HSE Dick Roche TD Release N/A
15124.05.10| Letter CEO HSE Dick Roche TD Release N/A
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HSE Procurement
Portfolio & Category Management
Cherry Orchard Hospital

Ballyfermot

Dublin 10

Feidivmeznnachi na Seirbliise Sldinee Tel: 00 353 01 6206280
Healtr Service Executive Fax: 00 353 01 6206290
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Date: 4" January 2010

MS IRENE SWEENEY
PATRICK SWEENEY
31 FFRRYBANK
ARKLOW
CO. WICKLOW
Tender for: Patient Care Transport Services
lLot?2

Dear lrene,

With regard to your tender submitted in relation to the above. We regret to inform
you that you have been unsuccessful on this occasion. Please find attached your

- scorecard.

We wish to take this opportunity to thank you for your participation in the tender
process. If you require further feedback as to why your tender was unsuccessful, you

may contact the undersigned.

Yo since/rel

/
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Scorecard for Lot 2
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o Technical Marit Marks Availabie Score
Dernanstrate the ability Yo Introduce ICT initiatives to enhance the ) )
ordering/invgicing and reporting systems ] 100 _ 50
Reliabiity & Qualily Assurance . Marks

[Dammonstirate the ability to provide reltable and continuous
service, demonsirale the ability o introduce suitable quality
asBUrance measures 10 ensure secvice ievel agreements are
monitored 109 O
}
After Saies ' Mar ks -
De monstrate the ability to provide the service in the most
economical manner going forward which will include the ability to
provide afull ranag of services. . L 5Q
Technical Assistance Marks — o
Demonstrate the ability {o perform the cortract to the
lspegitication of requirements 100 0
Quality Score = 200
Price Score = 4860
Combined Tota! = 560
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dara purcell

From: Dick.Roche@Taoiseach.Gov.IE

Sent: 09 January 2010 17.54

To: dara purcell

Subject: Re Tender for Patient Care Transport Services
Mr Purcell,

Thank you for taking my phone call on Friday re the above.

At the outset | would again reiterate that | am reluctant to approach the HSE on a contract matter. Neither the

constituents that [ represent in this matter nor myself wish to in any way improperly influence the awarding of a
contract,

My contact with you arises because ! believe that there are fundamental flaws in the process that is being applied to
awarding what is a very important series of contracts that touch on the matter of quality patient care.

_.. } have now had the opportunity of reviewing one of the tenders and the scoring system apphed to the tender

valuation. From the material [ have seen it seems to me that the scoring system contains a series of fundamental
flaws,

I have prepared a detailed letter addressed to Professor Drumm setting out in detail some of the reservations that |
have with the process that has been applied and the decision that results from the scoring system.

I will copy that letter to you in hard copy and electronically as soon as it is typed in my office. I request in the letter
that a full re-evaluation of the processes applied be carried out before these contracts are finalised.

Thank you again for taking my cali.

Dick Roche
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Ta Roinn an Taoisigh meaite ar seirbhis phroifisitinta, éifeachtach agus chirtéiseach a sholathar dar gcustaiméiri go
1éir. Chun amhare ar an Chairt do Chustaiméiri, clicedil ar http://www taoiseach.gov.ie//irish/index.asp?dociD=1763

"2 1e haghaidh an duine no an aonain ar seoladh dé/di an t-¢olas a seachadadh, agus d'fhéadadh abhar faoi rin agus/né
abhar faoi phribhléid a bheith istigh leis. Té cosc ar aon athbhreithnit, athsheachadadh, scaipeadh faisnéise n6 aon
asdid eile den eolas seo ag aon aondin eile seachas an faighteoir beartaithe, na aon ghniomh a thégail i dtuilleamai an
eolais seo. Ma fuair tit sco de bharr earraide, 1éigh i dteagmhail leis an seoltdir agus scrios an t-bhar 6 do riomhaire
le do thoil. 1s ¢ polasai Roinn an Taoisigh cosc a chur ar dbbar maslach a sheoladh, agus més rud € go gceapann ti
go bhfuil an t-abhar istigh leis an teachtaireacht seo maslach ba cheart duit dul i dteagmhaéil leis an seoltéir ar an
bpointe agus le itu@taoiseach.gov.ie freisin.

The Department of the Taoiseach is committed to providing a professional, efficient and courteous service to all our

customers. To view the Customer Charter, please click on http://www.taoiseach.gov.ie/index.asp? foclD=18]1
&doclD=1762

The information transmitted is intended only for the person or entity to which it is addressed and may contain
confidential and/or privileged material. Any review, retransmission, dissemination or other use of,, or taking of any
action in reliance upon, this information by persons or entities other than the intended recipient is prohibited. 1f you
received this in error, please contact the sender and delete the material from any computer. It is the policy of the
Depastment of the Taoiscach to disatlow the sending of offensive material and should you consider that the material
contained in this message is offensive you should contact the sender immediately and also itu@taoiseach.gov.ic .
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FIANNATEAIL o . 00 353 (0) 1 286 7666 Email: dick.roche@taociseach.gov.ie Fax: 00 363 (0] 1 619 3476

DICK ROCHE ()

MINISTER FOR EUROPEAN AFFAIRS

11 January, 2010

Mr. Dara Purcell
Assistant National Director

Board Secretary
Parkgate Street Business Centre
Dublin 8

Please quote our ref: CO 06/ 1922
Re: Tender for Patient Care Transport Services

Dear Mr. Purcell,

Thank you very much for taking my phone call regarding the tenders for Patient Care Transport Services in
Co. Wicklow and parts of Co. Kildare. I am very grateful for the amount of time you gave me to discuss what

[ believe is a very serious issue.

| am attaching herewith a copy of a letter which | have seat to Prof. Drumm. As [ mentioned to you when we
first spoke, | am frank loathe to intervene in a tendering process. I share a common concern with the HSE that
ali contracts should provide value for money and that they should be allocated on an objective basis.

I believe, however, from the documentation which 1 have seen that the scoring system in this case is
fundamentally flawed. Some of the basis for that view are outlined in my letter to Prof. Drumm.

You will note in my letter to Prof. Drumm that [ would be anxious that the poimts that I have raised should be
considered fully before the HSE Board makes any final decision in this case,

[ should be grateful to hear from you as to whether that will be done.

One final point, [ have also asked in my letter to Prof. Drumm, that a request from (i EREIER for a
meeting with the HSE should be granted. Given that {8 have provided 28 years of exemplary service
to the HSE, it seemns to me that this ts the very minimum that could be expected by a contractor who has
provided not only value for money but exemplary services to patients.

I should be grateful to hear from you at an early date on this.

Yours sincerely

—

Dick Roche, T.D,,
Minister for European Affairs

HEALTH SERVICE EXECUTIVE

15 JAN 2009
OFFICE OF THE CHAIRMAN

Encl
Constitvency affice Dopartmont of Fareign Affsirs Department of An Taoiseach
2 Horbart Torraco, Herbert Road,  Iveagh Housa, St Stephan’s Green, Dublin 2 Government Bullfings,
Bray, Co Wikiow Tol. 0D 353 (9) 7 408 2605 Oubfin 2
Tel: 20 353 (D) ¥ 286 3211 Fax: 00 353 (0} 1 408 2683 Tei: OO 352 (0) 1 819 4399
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L DICK ROCHE TD

MINISTER FOR EUROPEAN AFFAIRS

11 January, 2010
Hea..., “in s

Lo Laggutive
13 JAN 2010

Prof. Brendan Drumm
Chief Executive Officer
Health Service Executive
Dr. Steeven's Hospital
Dublin §

Please quote our ref: CO 06/ 1922

Re: Tender for Patient Care Transport Services

Dear Prof. Dsumm,

Cver the Christmas period | had a number of calls from firms who have, for some considerable time, been
providing patient transport services in the Co. Wicklow area.

As | understand it, three existing service providers, with between them well-over-S0 years of service in the
area of patient transpoit have been replaced and the proposal is that the contracts be given to two compaines
based in Co. Dublin and the third based in Co. Kiidare.

cldnecheRcoln

I

| understand the HSE introduced an entirely new form of tendering system for patient transport on this
occasion. | have no problem whatsoever with that, In the current times it is vital that value for money be
provided by all service providers,

Mr. Notely of the HSE Procurement, Portfolio and Category Management Section, sent the unsuccessful
tenders, a document described as a "scorecard” in each case.

WYL (0

Il seems to me that very fundamental questions arise regarding this scorecard and the basis on which the
tenders were allocared. The most obvious and glaring omission from the scorecard is quality and safe service.

ooy s rey e S L AR e ey

On the matter of the "scorecard” which was 1ssued in the case of etk inaaamery Arklow, Co.

-~ iy

— RV

Wicklow, [ note that in each of the four categories for which a score is allocated, PERuGRPR] who have
provided transport withcut any complaint to the HSE and its predecessor for 28 ycars, was scored at the 50%
level. The first point 1 wish to make about this is that its seems strange to me that if the scoring system is
correct, that the HSE have, over a protracted period, been doing business with a service operator who, by HSE
criteria, reached the 50% level in terms of satisfaction rating. |

Cont/d. ....
i Constituancy office Department of Foreign Affalre Department of An Taciseach
|i 2 Herbert Terrace, Herbert Road, lveagh House. St Stephen’s Green, Dublin 2 Governmant Bulldings,
Bray, Co Wickiow Tel- 00 2363 {0} t 408 2605 Dubiin 2
FLANNA TRATL 78l 00 353 {u) 1 286 3211 Fax: 00 353 (0) 1 408 2683 Tel 00 353 {0) 1 619 4399
inbant esmaeranace FAX QD 353 () 7 286 7668 Email: dick.rochoftacissach.gov.ie Fax: 00 383 (0) 1 819 4478
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The categories to which scores have been assighed somewhzt mystify me. The first category is "demonstrate
the ability to introduce ICT initiatives to enhance the ordering/inveicing and report systems”. ! can well
understand why the HSE would wish to have an efficient invoicing system and 1 ¢an also well understand why
ICT initiatives would be an important part of that. 1 cannot understand, however, why a service provider such
as Sweeneys who have never given the health services any major problens with i invoicing should be scored at
only 50%. This defies logic. RN ave contacted a number of Health Board stalf with whom
they have dealt with over the years to enquire as to whether there was any complaint regarding their invoicing.
There was no complaint. Why this firm which is known for its efficiency should be allocated a score of only -
50% raises fundamental questions in itsclf. A more fundamental question still, however, is how was the
alternative company, the new service provider in this case scored? How could the HMSE possibly score
somebody who s not yet providing services in Co. Wicklow against somebody who has on gn exemplary
basis provided those services over a 28 year period? | await with great interest a response 10 this question.

The second critericn against which the contract has been scored 1s "demonstrate the ability to provide reliable
and continuous service, demonstrale the abilily to introduce suitable quality assurance incasures (o easure
sowice lcvei agreements are momtored" Again the gl dhave been allocated a score of 50%. Your owr!

| should be prateful if you would let me know whether the HSE evaluation team made any effort whatsoever

1o contacl any patiept o patient's family who has been p"ovided a service over the fast 28 ycam by the

regular vmually daily dealings in recent years with the 8 oy
these two questions is in the negative. That leaves me w&th the fundamental question, how can the HSE judge
whether quality scrvice has becn prowded il ct hastt't done the basic research amongst the clients and
professionals who have been dealing with ErEEaters

Another question which relates 1o this particolar section of the evaluation is how, if the HSE allocated 4 score
of only 50% to an existing service provider, could it possibly reach its evalnation on a potential service
provider who has not been dealing with patients from Co. Wicklow, their doctors or hospital staff?

There are a number of specific subsets in this section of the evaluation. The first of these is the ability to
provide a reliable and continuovs service. TEXumaa have provided reliable and continuous service for 28
years. There has never been a complaint about their service. Had there been any serious reason o question
either the quality or capacity of the service provider, 1 expect that the HSE would long since have moved 10
another service provider. 1 ask the question, therefore, what score had the BEESYRR been allocated on the

issue of the provision of reliable and continuous service?

A second subset of this section of the scoring is the "contractors capacity to demonstrate the ability to
imtroduce suitable quality assurance measures to ensure that service level agreements are monitored”. Again |
ask whether there is any basis whatsoever for questioning the capacity of (P Ebumarstto meet these particular
quality criteria? This company uses first class vehicles. 1t employs two full time mechanics in its garage.
The garage also provxdes a valet service to the general public and this is used to ensure that the vehicles used
in patient transport is up to Nirst class standard. Moreove@have as your own statf will verify, been
incredibly flexible over the years, willing to take on new services and willing 1o be flexible in the provision of
existing services to the HSE. How were these factors incorporated into the scoring system? More
importantly how can the HSE score a potential service provider who is not currently in the field under these

particular headings?

Cont/d. ..
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I understand thal one of the service providers who has won a contract in this round is NRC, a Dublin based
cab company. 1 have no wish 10 question the efficiency of this company, but even a casval wvser of taxi
services in the greater Dublin area must come to the conclusion that they are far from exemplary, Has the
HSE, before awarding a valnable contract to this particular taxi company checked the quality of its cabs?
Have you checked them for cleanliness? Have you checked the capacity of the drivers to find their way
around the remote villages and rural regions of Co. Wicklow? If vou haven't donc these things haw in the
name of goodness can you possibly score a polemial contractor hased far away from these remote parts of Co.
Wicklow more highly than you could score thel®

The third criterion in the scoring system is the capacity of the contractor to "demonstrate the ability to provide
the service in the most economical manner going forward which will include the ability to provide a full range
of services”,

The first observation 1 have to make is that I suspect that this particular judgement criterion is integrated into
the pricing score. | should be interested 1o hear how the HSE differentiates between providing the "most
economical service going forward” and its evaluation of price.

- W i

'a e.ﬁ" qvi aub"'

Over the years have provided an incredibly flexible service 1o the.MSE. Incidents which arose
recently illustrate this pamcular poinl. PaRBEREVE recently took a patient from the Arklow area to the Beacon
Flospital for dialysis, When the various tests were being run on this patient, another problem was detected.
StafT at the Beacon Hospital took the view that the patient in question be transferred to St. Vincent's, This
was donc and the transfer could be effected immediately becaunse the driver for EHERRRYS was waiting (n the
hospital for the patient. When the patient was taken to St. Vincent's the drver stayed for a number of hours
wiile another set of tests were run on the patient. While the patient was 1 St. Vincent's the driver rather than
abandon the patient, decided 10 hold on in the hospital, on his own initiative, until the staff in St. Vincent's
had made a determmauon that the patient could be dnscharged Some hours after the man had been brought

v :.11':‘

greatly appreciative of Ihv efforts put in by ESTaOHEYs
could possible compete with this quality of service. As | sa*d at the very outset l was surprlsed that pamnt
care was not given a high rating in the scoring system. | am amazed it doesn t appear to have featured 11 your

scoring system at all,

The question of the "ability to provide a range of services™ is also raised in this section of the scoring system.
mcurrcmly meet this pamcular criterion fully. They have a variety of vehicles, standard top of the
range cats, a minibus, a people carrier and a number of 4X wheel drive vehicles - vital in inclement weathec
for reaching patients in the Arklow/Wicklow hinterland. Has the HSE evaluated the services and more
impontantly the vehicles available to the alternative contractors tendering in this case? Can you assure me,
given my concern about my constituents' heahh and safety, that the range of vehicles which are necessary to
cover difficult terrain such as exists in Co. Wicklow will be available to the alternative contractors?

The final element in the evaluation system is that the contractor must “demonstrate the ability to perform the
contract to the &pCClilCdtlon of requiremenis”. Apgain | make the observation that this seems to elfectively
duplicate other elements in the evaluation system. That point aside, can you inform me, given the fact that
you have experience going back for over quarter of a century of the service provided by Sweeneys of any
example where they failed 1o demonsirate the ability to perform the contract? 1f not can you possibly explain
why Sweeneys received only 50% of the marks available under this heading.

Cont/d. ...
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I note that the one evatuation point which is not included in the scorecard is a detailed breakdown of the price
score, ExammgRmvere allocated a score of 460 under this heading. | would ask that you personally examine
the prices thdl have heen indicated by any other 1enderer for this particular contract. } have spoken in detail
with the {2559 on the pricing structure which they submitted. [ cannot see how any alternative contractor
could s:;,mt'cantly undercut them. The only basis on which they could be undercut, it seems to me, would be
by another service provider, for example, a tax: company, who would take a patient from the patient's home,
abandon the patient at the hospital and leave it to the hospital to contact a taxi to transport the patient back to
histher place of origin. This seems to me lo be a lesser quality service for patients which, must be a first
priority for any health authority.

One other aspect of this issue which 1 wish to address is an incident which occurred, not with HeR } but
with another of the existing contractors who failed to have a contract renewed. | understand that in that case
the successful contractor visited the premises of the unsuccessful tenderer hoping to recruit some of the
existing firm's drivers. During conversations which took place it emerged that the company which won the

contract had only three vehicles available to service what is & vast rural area. Has the HSE carried out an -

inspection of vehicles which are being put forward to provide this vital service? Have you checked the
capacity of the vehicles which will be used by any successful contractor? Indeed has the HSE checked the
nuimber of vehicles and the quality of the drivers that would be available?

As { mentioned at the very outset my main concern in this is for the quality of service that the HSE will be
providing to my constituents who find it necessary to leave Wicklow to attend hospitals outside the county for
medical procedures. |am far from convinced that the scoring system which | have examined has anything like
an appropriate focus on quality of patient service. Indeed as | have already mentioned, | am quite shocked
that the quality of service to patients isn't actually mentioned in the scoring system, an omission which ! find
frankly bizarre.

[ believe that the tendering sysiem in this case is fundamentally flawed. The scoring system can best be
described as focused on bureaucratic requirements rather than patient systeins. | fully endorse the
introduction of good quality administrative systems whether in the HSE or within the firms with whom it
tenders for public works, however I would have expected that the first priority be patient reatment.

It is my understanding that decisions on this issue will be made shortly by the Board of the HSE. [ should be
very grateful if you would assure me that each of the issues that | have raised above will ‘be examined
objectively before any proposals are put to the Board and | should also, given the seriousness with which |
view this fssue, ask that this correspondence be copied to all members of your Board.

F inally, | am enclosing herewith a letter in relation 10 thelE d scrvice from Drs. Richs
who operate one of the biggest medical pracnceb in the Arklow areca. This particular
practice has been in operation in the Arklow area for as long as the ‘swceney family has been providing
services, It is widely regarded as one of the most effective medical practices in the south east. The doctors
who have signed this Jetter are progressive, dynamic, forward Jooking, patient ortented medical practitioners.
It seems to me that their evaluation of theémsemce is somethmg which should be factored Into any

n)m
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and mdke the poml that it has becn * absolutcly ouwtstanding”.

copy of an email) speaks of the totally rcliable service provided by lhe SR i R
panents recewu from dm'ens the professnonal nature of the service plOVlded and the willingness of Mr. &

Cont/d. ...
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It seems to me that these testunonials from patients and from medical practitioners must be factored into any
final decision made in this case.

A last point, Mrs. {§ZABERhas written to the HSE asking for a more detailed evatuation of the decision
processes adopted in her case. She has also asked for a face 10 face meeting with HSE management. Given
that this company has provided 28 years of exemplary service which has never been faulted and which has
been very highly regarded by patients and medical practitioners, the very minimum courtesy which should be
. afforded her in my belief is that she be allowed to have such a meeting before any final decision is taken in
this case. |

| look forward with great interest 10 hearing (rom you and | should be grateful for an early response,

Yours sincerely

{f:‘—i‘ Joc b — 3

Dick Roche T,
MiniSter for European Affairs

Encl

cc Ms. Mary Harney, TD, Minister for Health & Children
Mr. Dara Purcell, Assistant National Director - Board Secretary, HSE
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Elaine H. Lynch (Communications, Training & Customer Relationship)

From: Reps [Reps@hse.ie}

Sent: 20 January 2010 12:41

To: Elaine H. Lynch (Communications, Training & Customer Relationship)

Cc: Reps | |
Subject: _;I'Sgp:RD R/10/0037 re Tender for Patient Transport Services in Wickl ow,from Dick Roche

Importance: High

Follow Up Flag: Follow up

Flag Status: Orange

Attachments: pdf 79153 _combined.pdf

Please Find attached Representation for direct response (RDR) to the requester, which has been
received in PAD.

The turnaround time for this rep is 15 working days. A response is therefore due by 10/02/10
If this representation does not fall within your remit please advisc this officc immediately.

In addition to responding directly to the requester please also email a copy of the response back to
reps@hse.ic so we can close off the Representation on our database / tracking system.

I you have any queries pleasc do not hesitate to contact us
Many Thanks

Representations Section,
Parliamentary Affairs Division,
Health Service Executive,
Block D, 2ad Floor,

Parkgatc Business Centre,
Parkgate Street,

Dublin 8

Tcl: 01 635 2878

----- Original Message-----

From: Ann OBrien [mailto:ann.obrien@HSE.IE]
Sent: 19 January 2010 11:07

To: Reps

Subject: Correspondence from Dick Roche TD
Importance: High

<<pdf_79153_combined.pdf>> Hj

Attached find correspondence from Dick Roche regarding Tender for Patient Transport Services for
your attention.

22/01/2010

RECEIVED TIME 17, 5EP. 13:40
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It seems to me that these testunomials from patients and from medical practitioners must be factored into any
final decision made in this case.

A last point, Mrs. {jiijiiRhas written to the HSE asking for a more detailed evaluation of the deciston
processes adopted in her case. She has also asked for a face to face meeting with HSE management. Given
that this company has provided 28 years of exemplary service which has never been faulted and which has
been very highly regarded by patients and medica! practitioners, the very minimum courtesy which should be

- afforded her in my belief is that she be allowed to have such a meeting before any final decision is taken in
this case. |

| look forward with great intcrest to hearing (rom you and | should be grateful for an early response.

Yours sincerely

W !
Dick Rocﬂeﬁa-ot:’/

Minigter for European Affairs

/’; .
< o bz —

Encl

cc Ms. Mary Hamey, TD, Minister for Health & Children
Mr. Dara Purcell, Assistant National Director - Board Secretary, HSE
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Office of the Chairman of the HSE
Room 127

Dr. Steevens’ Hospital

Dublin 8

v s Oifig an Chathaoirtigh
Feidhmeannacht na Seirbhise Sldinte Feidhmeannacht na Seirbhise Sldinte

Health Service Executive Seomara 127
QOspideal an Dr. Steevens

Baile Atha Cliath 8

T: (01) 6352877 / F: (01) 6352898

Mr. Dick Roche, TD

Minister for European Affairs
2 Herbert Terrace

Herbert Road,

Bray
Co. Wickiow

21% January 2010

Dear Minister,

| would like to acknowledge receipt of your letter dated 11" of January 2010 which was
received in this office on 15" January 2010 in relation to HSE patient transport contracts in

the DublinA\Wicklow/Kildare areas.

As | informed you in our telephone conversation, the contract for patient transport in the
Dublin/Wicklow/Kildare areas was on the agenda for the scheduled monthly HSE Board
meeting on the 14" January 2010, i.e. the day before your letter was received. The Board
approved the HSE management recommendation that contracts be placed with the
successful bidders for elements (mainly taxi/hackney services) of the contract. No
preferred bidders emerged for other elements {(mainly minibus services) of the contract and
therefore this will now be re-tendered.

From my enquiries | understand that the HSE Procurement team formally met the
unsuccessful suppliers who requested to be provided with a debriefing on the tender

process (this included a meeting with the FHIIER).

| trust this explains the present position. | understand your letter to Prof. Drumm is
receiving attention.

Yours sincerely,

Daze Yol
Dara Purcell
Secretary to the Board

O:\QFFICE OF THE CEO\Dara Purceil\Correspondence'2010\January 2010\D Roche TD Litr re Tender for Patient Transport
19.01.10.doc
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Communications, Training and Customer Relationship
Management

Tipperary Technology Park

Rosanna Road

Tipperary

Feidhmeannacht na Sefrbhise Sldinte

ealth Service Executs : . _ ,
Health Service Execuive Chumarsaide, Oilitina agus Caidrimh Chustaiméara

Pairc Theicneolalochta Thiobraid Arann
Bothar Rosanna
Tiobraid Arann

Tol/Teil: 062 - 82273 /4
Fax/Facs: 062- 82320
mailto:elaineh. lynch@hse.ie
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Minister Dick Roche,
Department of An Taoiseach,
Govemment Buddmgs

Dublin 2.

21* January, 2010

. Re- Tender Patient Care Transport Services
Dear Mmlster Roche ~

 With reference to your letter of the 11" of January 2010 regarding a tender for
- Patient Care Transport Services with HSE l wush to respond as foilows

Within HSE all purchasmg of supphes works and semces is govemed by the

'followmg core vaiues -

> _Pat;ent and customer focus . |
e Achieving efficiency, effectweness and best va!ue for rnoney in terms of
- overalt I:fe-cycle B
. Dealmg with qua!zty suppilers contractors and semce prowders
 Operating in.a fair, open transparent and non-dtscrzmmatory manner in the
| marketplace ‘
o Properiy managmg rtsk | -
o Complying with all relevant European and Natzonai Legislatlon HSE
~ Procurement Policy and Government Guidelines
. Operattng to the hlghest ethical standard o

HSE has a Procurement Directorate which pmwdes strateglc sourcing and a
category management appreach for all non pay expenditure. The overall objectives
are to meet the internal requ:rement of our customers and to obtain best value for

-~ money. HSE tenders are advertised on the Government Etenders Website
www. etenders.gov.ie and on the Official Journal of the European Union (OJEU) and

fully comply with government guidelines and EU Directives. This tender was also
advertised in both National and Local newspapers. HSE would always want
ctompetition, and in that regard pmmotes and engages in the market in a very
pos:twe manner.

it is not my intention to refer in detail to all of the issues raised in your
correspondence. However, | wish to advise that the above tender was awarded in
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mailto:elaineh.lvnch@hse.ia
http://www.etenders.govJe

line with EC Dlrectwe 2004/18/EC and was awarded under an EU Open Tender
Procedure.

As part of the evaluation process an evaluation team and a wider consultative group
who had expertise and a working knowledge in the area of patient transport was
established to support this tender process. The tender evaluation group examined
all aspects of tender proposals put forward with a view to procuring a service that is

“in line with specifications, meets user requirements and achieves best value for

money. The evaluation group who are appointed to carry out tender assessments
apply award criteria to submissions received and score them accordingly. The level

of the infarmation provided in the tender proposatl in support of the award criteria will

be reflected in the outcome of the score.  As you will appreciate, the evaluation of
tenders has to be objective in line with the principles of EU competition,
Equity, Fa:mess and Proportionality.

; Apart from observing legal obligations where provisions of EU Procurement

Directives apply, the HSE adopts a voluntary constructive policy on debriefing

~ unsuccessful candldates This is to encourage suppliers to improve future bids and

as a result improve their competitive performance. With regard to the above tender
a number of the unsuccessful tenderers were debriefed. In respect of the tender

~ submission from Sweeney's, a detailed debriefing meeting took Pplace with members
 of the evaluatlon team in attendance to address any questions or issues arising. At

 this debriefi ing session all aspec:ts of their tender submission were discussed with

“them in detail as well as the scoring applied to each criterion. They also recewed
= construct:ve comment and feedback from the evafuatton team -

o HSE wrsh to adwse that further Iots in respect of mini bus semces were not awarded
~ as part of this tender and |t is our intention to go to the market in the near future i m

o this regard

e F yan N
~Assistant Nattonal D|rector Procurement
| Head of Commumcatlons Training & Customer Relationship Management

- To conciude ! would I:ke to hlghhght that the outoome of this tender did achieve best
jvalue for monies for HSE. and ;mportantly will release fuhds for other patnent reiated
'fiserv:ces S |

Y_o_Urs Sincerely, |

Cc: Leo Stronge, Head of Procurement Block 4 Unit C, Centra! Business Park
Clonminch Tullamore, Co. Ofl'a!y
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DICK ROCHE | [

MHINISTER FOR EUROPEAN AFFAIRS

- HEALTH SERVICE EXECUTIVE

1 FES 2000
27 January, 2010 OFHCE OF THE CHA'RMAN

Mr Dara Purcell

Secretary to the Board

Ofthce of the Chairman of the HSE
- Dr. Steeven's Hospital

"Dublin 8

Please quote our ref: CO 06/1922

" Re: Tender for Patient Care Transport Services

Dear Mr Purcell,

“Thank you for your letter dated 21 January regarding patient transport contracts for Dublin/Wicklow/Kildare
-areas. -

[ have to say | am very disappointed with your letter. The Jetter fails to address the very detailed concerns

. which I put forward in my letter to Professor Drumm in relation to the manner in which these contracts have
~ been awarded.

I'am trankly shocked that patient care and the quality of patient services provided by existing contractors

~seems {0 have been entirely discounted in the contract awarding process. There was, as you say in your letter,
~ ameeting with unsuccessful suppliers and a "debriefing”. However, this too failed to answer the questions
~which I raised in my letter.

- I should be grateful, therefore, 10 have a detailed response on cach ol the pomis which I raised in my letter of

illl

PIANNATEAL rox 00 353 (011 286 7665 Fonait: dick.roche@taociseach.gov.le Fax: 00 353 {0) 3 618 4476

11 January and I look forward to hearing from you on this.

Yours sincerely,

ftairs

Ceanstivuency office Dopuctment of Fareign Affsirs Dapartmaent of An Taoisezxch
2 Harbert Terrace, Herbert Road,  Iveagh House, St Stephan's Green, Dublin 2 Government Buildings,

Bray, Co Wickiow 1al: 00 353 (0} 1 308 2605 Dubilin 2

Tel: GO 353 101 1 2886 3211 Fax: 00 3523 (D) 1 408 2883 Tal 00 353 {0} 1 613 4389
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Feidhmeannacht na Seirbhise Sldinte
Health Service Executive

Mr. Dick Roche, TD

Minister for European Affairs
2 Herbert Terrace

Herbert Road,

Bray

Co. Wicklow

9% February 2010

Dear Minister,

Office of the Chairman of the HSE
Room 127

Dr. Steevens’ Hospitat

Dublin 8

Qifig an Chathaoirligh
Feidhmeannacht na Seirbhise Slainte
‘ Seomara 127

Ospidéal an Dr. Steevens
Baile Atha Cliath 8

T. (01) 6352877 / F: (01) 6352898

| refer to your letter dated 27" January 2010 and would like to clarify certain matters.

The purpose of my letter was to update you regarding the Patient Transport contract i.e.
that elements of the contract were approved by the Board at its meeting on the 14" of
January 2010; that your letter was received after that Board meeting (15" January, 2010)
and that meetings had been held with unsuccessful bidders to provide them with a
debriefing on the tender process.

My letter to you on 21* January 2010 was not intended to address the substantive issues
raised in your letter of 11% January, 2010 to Prof Drumm. | confirmed that your letter to
Prof. Drumm was still receiving attention and a detailed response would be sent to you.

| hope this is helpful in clarifying the intent of my letter as you express disappointment with
it.

Yours sincerely,

Do T M

Dara Purcell
Secretary to the Board

QAQFFICE OF THE CEO\Dara PurcellComespondencai2010\February 2010\0 Roche 1O Lir re Tender for Patient Transport
08.02.10.dce
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Roinn an Taoiseach
Aire do Ghnéthai Eorpacha

Tithe an Rialtais
Baile Atha Cliath 2,

'Department of the Taoiseach
Minister for European Affairs

Government Buildings

Dublin 2. | |
Tel: (01) 619 4399 Teil: (01) 619 4399
Fax; {D1) 619 4476 | Facs: {(01) 619 4476
Email:  dick.roche@taoiseach.gov.ie Riomhphost: dick.roche@taoiseach.gov.ie
18 February 2010
Ms Daragh Purcell
Secretary to the Board Health Service Executive
Room 127, Dr. Stephen’s Hospital
Dublin 8.
) Dear Mr. Purceli,

Thank you very much for your letter of 9" February, which was received in my office
on 16™ February regarding the patient contract.

[ have received a letter from Ms. Ryan the Assistant National Director Procurement,
regarding the contract. The contents of that letter are, in my view, completely
inadequate and T am currently checking as to how the new service is operating and I
will be in further contact with Professor Drumm.

I look torward to receiving the further letter from Professor Drumm, which seems to
be indicated in the third paragraph of your letfer.

Again I am very grateful for the time and effort you have taken in this matter

personally. [ would however make the point that I believe that the new arrangements
~~ cannot work and that any saving which is achieved will be achieved at the cost of
patient comfort and service.

Yours Sincerely,

i

’"‘_,j_......-n- '
Dick Roche
Minister for European Affairs.

HEALTH SERVICE EXECUTIVE

19 FEB 2010
OFFICE OF THE CHAIRMAN
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Department of the Taoiseach
Minister for European Affairs

Government Buildings

Dublin 2,

Tel: (01) 619 4399

Fax: 01y 619 4476

Ematl;  dick.roche@taoiseach.gaov.ie

Roinn an Taoiseach
Aire do Ghnéthai Eorpacha

Tithe an Rialtais

Baile Atha Cliath 2.

Teil: (O1) 619 4399

Facs: (01) 619 4476

Riomhphast: dick.roche@taoiseach.gov ie

Health Service Executive

21 FEB 2010

§8 February, 2010 CED's Office

Prof, Brendan Drumm
Chief Executive Officer
Health Service Executive

Dr. Steeven's Hospital
Dublin §

Please quote our ref: CO 06/ 1922
Re: Tender for Patient Care Transport Services

Dear Brendan,

I wrote to you on the above matter in January. I have received a response 1o that letter from Ms.
Ryan, Assistant National Director for Procurement, HSE. 1 regard Ms. Ryan’s response, a capy of
which is attached for ease of reference as entirely unsatisfactory in tone and in content. [ set betore
the HSE a number of very specific issues in relation to this particular Tender, Ms. Ryan either has
dismissed or ignored key points in my original letter.

In Ms. Ryan’s letter it was suggested that all HSE purchasing ts in compliance with *“core values”.

The number one core value quoted in the letter is “Patient and Customer” focus. This “core value”
seems to have received scant attention in the changes which the HSE has recently made in its Patient
Transport Services.

You will recall 1 mientioned in my letter of 11" January that | was mystified to read in the assessment
list that “ability to introduce ICT initiatives” was the first assessment criteria used by the HSE. In
fact the words “patient care” does not appear in the HSE “score card for ot 27, an omission that |
find as utterly batflng.

All of the available evidence suggests that service arrangements which the HSE has signed up to are
not focussed on patient care. Your organisation has dismissed suppliers of services with which you
have been conducting business with the HSE and the Health Boards for almost three decades without
a single customer complaint. In its assessment process it is my understanding that none of the HSE
chents who have availed of the services of Sweeney’s were interviewed. T also believe that the views
of HSE officials on the ground were not part of the assessment process.

I» N
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The second core value referred in Ms, Ryan’s letter is efficiency and effectiveness. ! of course accept
the importance of efficiency and effectiveness. [ take the view however, that the quality of patient
care should not suffer. Since the new contract came into effect earlier this month 1 have already
received complaints from two constituents. One of these, from IS
attached for your attention. This elderly man is forced to endure an additional six hours travelling
per week for his dialysis. As he points out in this letter this not only subjects him to additiona! stress
nut it interferes with his dietary and medications schedules.

The third core vaiue referred 1o in Ms. Ryan’s letter is the HSE commitment to dealing with "quality

suppliers, contractors and service providers”. As [ understand it the HSE has at no stage had any

complaint regarding the services provided by SRR [n spite of this the HSE awarded SNSEEER
only half of the available points for “reliability and quality assurance” under the assessment system

which was applied to this contract.

For case of reference 1 am attaching a copy of the HSE’s “scorecard for lot 27, | am at a loss to
understand how a contractor who had a 100% record in terms of quality and reliability in the past
could be evaluated at the 50% level. indeed ['am mystified at how exactly 50% has been awarded
under cach of the four evalunation criteria’s. This simply makes no sense, | should be grateful to have
an explanation of the very low ranking awarded and why a company which has supplied a service for
three decades without complaint could possibly get such a poor assessment.

On the matter of reliability and quality it has beep suggested 1o me a contractor who was awarded
one of the Wicklow contracts may be contemplating “sub contracting” some of the collections to
local hackney operators, [ should be grateful to know if such an arrangement is allowed under the
terms of the contract that has been agreed.

Ms. Ryan also refers to the HSE operating in a fair, open transparent and non-discriminatory manner.
in the marketplace. } would question whether the HSE Tender procedure applied in this particular
principle. During the course of 4 post- -tender briefing HSE's staff were asked how they factored a
hiemish free record of client service into the evaluation process. They provided no satislactory
explanation. [ would be interested in knowing how the HSE evaluated the quality of services that
will be provided to panents in rural Wicklow, some of the most remote areas of the East Coast of
Ireland by cab companies based in Co. Dublin, companies with no experience of operating in rural
Co. Wicklow,

I note that in the tender documents the HSE asked those submitting tenders to list their vehicles
registration and license numbers etc, Before the contract was awarded, was any eftort made to
examine the vehicles that would be used in patient transport? Another core value mentioned is
“nroperly managing risk.” This one fascinates me. How can the HSE possibly suggest that the
manner in which this contract has been awarded meets this ‘core value?’ Has the HSE made any
effort to assess the quality of service vehicles which will be dealing with patients from my
constituency under the contract which it has recently allocated? A related point — has the HSE
gvaluated the patient risk arising from the extended journey time in for examplebase?.

Ms. Ryan suggests in her letter that the manner in which this contract has been handled is determined
by what you call relevant "European and National Legislation”. 1 should be grateful if you would
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stipulate the EU legislation that requires a small contract to provide transpor services in remote areas
in Co. Wicklow must be dealt in the manner in which the HSE has handled this particular contract?

Ms Ryan takes the view in the final paragraph of the first page of her letter that the HSE has no
responsibility to respond to the detatied questions which [ have raised in my letter to you. [ should be
grateful to know whether you share this dismissive attitude to a legitimate query from a public
representative?. In my view the HSE has a responsibility to reply to reasonable questions raised by
any public representative. 1 completely reject the view that your organisation can decide unilaterally
to ignore valid questions which we put to it in good faith particularly where those questions touch on
the health and welfare of constituents and where they touch on the manner in which your
organisation goes about its business. Your organisation is not above public scrutiny. 1 Ms. Ryan

has a personal problem responding to queries that she regards as irksome, perhaps you would direct
that some other official of the HSE deal with those queries.

Ms Ryan also makes reference in the second page of her letter 10 an evaluation team and a wider
“consultative group” as having had an input into this particular contract. If a consultation process was
applied 1 should be interested in learning who was consulted. Were any patients approached by the
consultative group? How many staft’ members in the hospitals were consulted? How many of your

own staff dealing with transport services were consulted? If you consulted any of these three groups,
were there any complaints?

I look forward 1o your detailed reply to each of the above points and 1 also look forward to the
outstanding points which Ms Ryan chose to dismiss from my first letter to you.

Yours sincerely,

PO

Dick Roche, T.D.
Minister for European Affairs

La oY

¢c. Ms. Mary Harney, T.ID., Minister for Health and Children
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DICK ROCHETD

MINISTER FOR EUROPEAN AFFAIRS

Health Service Executive

1S March, 2010 19 MAR 2010

Prof. Brendan Drumm CEQ's Office
Chief Executive Officer
Health Service Executive
Dr, Steeven’s Hospital

Dubiin 8

Please quote our ref: CO 06/ 1922

-

Re: Patient Care Transport Services in Co. Wicklow

Dear Prof. Drumm,

| have written to you on a number of occasions regarding patient transport in Co. Wicklow, 1 must, at the
outset, say that | am less than impressed regarding the responses which | have received from your office and
from the HSE on this issue. It strikes me that Tallaght is not the only institution in the health service that is
very poor in terms of responses to communications.

In my last letter | indicated that [ had already started to receive queries regarding the quality of patient care
which could and would be supplied under the new arrangements.

Since my last correspondence | have had a complaint in parttcular about a Hiace van with a 1999 registration
coblecting three patients from the north east of the county. Patients have complained regarding the fumes
entering the van and regarding what they describe as "bench seating™ which was made available in the vehicle

A more scrious case, however, has now, come to my attention from members of a family of a very elderly
patient, a lady in her 80s who is being taken to St. Vincent's Hospital for dialysis. | understand that the lady
in question is a patient of [RESTISEER The care she receives in St. Vincent's Hospital is superb, but
unfortunately her experiences since the HSE decided to change the patient transport arrangements has been
decidedly second-rate. On a recent trip for her dialysis, this lady was awaiting as usual in her home when the

- cairarrived to take her to St Vincent's. ‘The car was slightly carlier than usual, she very- much welcomed . this,

made her way to the car. The driver was sittiing in the car but as she joined him he announced that he was
having his coffee break and it would be a little while before they left. She sat in the ¢ar and waited until the
gentleman in question completed his coffee break.

The patient arrived in St. Vincent's Hospital late for her dialysis appointment. Hospital staff rescheduled her
appointment, but she had to wait for 1 and half hours before dialysis could be started. When her dialysis
session was complete the lady again joined the car which was packed to the front St. Vincent's Hospital. The
driver told her that she would have 10 wait for at least an hour until another patient joined the car.

Cont/d. ...

Constituency office Dapertment of Foreign Affairs Department of An Teoissach
2 Herpart Terreca, Herbart Road, Iveagh House, St Stephen’s Green, Dublin 2  Gavernment Buildings,

Bray, Co Wickiow Tei: 00 353 (0) 3 ¢09 2605 : Dubfin 2

To’: 00 353 (0! 1 286 3211 Fax: DO 353 [0} 1 408 2683 Tol: 00 353 (D) ¥ 879 4399

Fax: 0D 352 {0) t 288 7686 Email: dick.roche@teoiseach.gov.je Fax: 00 353 (0) 1§18 4476
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This elderly lady having just completed h;er dialysis programime was left sitting in the car for one hour in the
cold. She found the experience a humili?ting one and when she arrived home she was in a very distressed
condition. She complained that she had been treated with very hittle respect.

The episode, tragically, was something of|a last straw for this lady. She had shortly before the dialysis lost a
very close member of the family. The following weekend she was taken 1o hospital having tried to take her
own life. | am not for a moment suggesting that the dialysis episode was & direct contributory factor to this
tragic turn of events but certainly didn't help a patient who was already trying to cope, not just with her illness
but with a tragedy in her own life.

In addition to the complaints which have |come to my attention regarding the new transport arrangements, |
understand thar complaints have also been registered in St. Vincent's Hospital where many of the patients
receive their dialysis.

Your organisation still has not replied to al) of the points which | raised in the previous correspondence. (n
view of the mouming complaints that ) am receiving regarding the service which the HSE has put in place, |
would now like to have a-responsc to the questions-F-have rassed without any further delay. = S

Yours sincerely

Dick Roche, T.D.,
Minister for European Affairs
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DICA KOUUHE | L)

MINISTER FOR EUROPEAN AFFAIRS

Health Service Executive
b APR 2010

im

CEQ's Office

O March, 2010

3

7.

Prof. Brendan Drumm
Chief Executive Officer

[

Healith Service Executive
Dr. Steeven's Hospital

4

Dublin 8 .

e

Rlease-quotc.our.ref; CO.06/-1922 e s .. e . ot e - -~
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Re: Tender for Patient Care Transport Services

Q)

Dear Brendan,

I

fi recently wrote 10 you again regarding the handling by your Qrpanisation ot the Patient Transpors
arrangements in Co. Wicklow.

I

Siven that this correspondence was addressed 1o yourself ) was stunned 10 reccive an e-mail from the
Parhiamentary AfTairs Division of the HSE saying that "due to industrial action by Impact Trade Union L is not
possible to process a response to your representationiqucry at this me.

&

]

My correspondence 10 you was not a standard representation regarding a constituency case. It was o
s:ubst:\mial letier in relation to the manner tn which a contract for patient transport had becn awarded. In shart
the letier was a matter for management in the HSE and related very specifically 1o your organisation's policies.
This is not the type of issue which 1 would imugine should bc appropriately assigned 10 grade members

‘overed by the Yimpact Trade Union, a Union of which | happen to have a lot of personal regard.

(J7

Ve

The matter in question was a managemen! issuc appropriately addressed to yourscll, { should be gratetul,

——— W (ntgy i - - ey v - - ————— -

[
>

> - —

therefore, to have a reply from you on the matier.

’

4

Yours sincerely,

v

[ _Dick Roche, T.D.
Minister for European Affairs

Constiuency office Department of Foreign Affeirs Dopsrtment of An Taolseach
2 Herbert Terrace, Harbart Road, iveagh House, St Stephen's Green, Dublin 2 Government Buildings,

Bray, Co Wickiow Yoi: 00 353 (0] ¥ 408 2605 Oublin 2

Tei: 00 283 (0) ? 286 3211 Fax: 00 353 (0] ? 408 2883 Te!: 00 353 (0} 1 619 4389

Fax: 00 3583 (0} 1 286 7668 Emnail: dick.roche@tacissach.gov.ije Fax: 00 383 (P} 1 619 4476

PrATeD iInG (B) SECYCLALE PAYLR

T dtaliNrr MR -
TRUAR P - I £ kR WA T < et L2 S 4 S Na b s v A B

e . WA o

A TP, iy . AGEWY AT Aer s a A e

B WA e mpr =S e mm iy b AR

TN L M, 40 P = e — )




~n | Qifig an Phriomhfheidhmeannaig CEOQ’s Office

Feidhmeannacht na Seirbhise Slainte Health Service Executive

—— Urlar 1 1st Floor
o Ospidéal an Dr. Steevens Or. Steevens' Hospital
Baile Atha Cliath 8 Dublin 8

Feidhmeannacht na Seirbhise Sldinte

Health Service Executive Tel: (01) 635 2000

Fax: (01) 635 2211
Email: ceopa@hse.i¢

6" April 2010

Dick Roche TD

Minister for European Affairs
Department of Foreign Affairs
lveagh House

St Stephens Green

Dublin 2

Dear Minister Roche
| wish to acknowledge receipt of your correspondence dated 30" March 2010
and previous correspondence of 15" March 2010 to Professor Brendan Drumm,

CEO regarding the tender for patient care transport services.

Please accept my apology for the manner in which your previous
correspondence was dealt with.

| wish to advise you that your correspondence has now been brought to the
attention of Professor Drumm and a reply will issue in due course.

Yours sincerely

Patricia Perry
CEQ’s Office
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Feidhmeannacht na Seirbhise Slainte

g Qifig an Phriomhtheidhmeannaig CEQ’s Office

Feighmeannacht na Sairbhise Slainte Health Service Executive

- Urlar 1 1st Floor
p— Ospidéal an Dr. Steevens Dr. Steevens’ Hospita!
Baile Atha Cliath 8 Qublin 8

ol ‘ Tel: (01) 635 2000
Health Service Executive Fax: (01) 635 2211

Email: ceopa@hse.ie

24" May 2010

Dick Roche TD

Minister for European Affairs
Department of Foreign Affairs
lveagh House

St Stephens Green

Dublin 2

Dear Minister Roche

| refer to your correspondence in selation to the tender for patient care transport
services,

Firstly ) regret 10 note the contents of the complaints which you attached from two of you
constituents and it is of concern that they had such a negative experience. | have
requested that these be investigated with immediate effect and with a response to be
issued directly to you.

| also wish to reter to correspondence issued 10 you by Ms Julie Ryan, Assistant
National Director, HSE Procurement regarding Tender for Patient Transport Services.

In this regard | have consulted with Mr Brian Gilroy, National Director of Commercial and
Support Services and Mr Leo Stronge, Head of Procurement. Having had their advice
on the matter, | am satisfied that without going into the minute detail of the specific
tender which we are reluctant to do from a number of perspectives including commercial
sensitivities and confidentiaity, Ms Ryan has given the appropriate level of information to
address the matters raised in your query.

As you are aware HSE is the largest purchaser in the state and as a single legal entity
we are cbliged o aggregate spend and cary out procurement procedures accordingly.
However, in an effort to ensure that local service providers were aware of this particular
tender | have been advised that the notice as well as going to the Official Journal of the
European Union was also advertised in both national and local newspapers.

This particular tender covers the provision of Patient Transport Services for the areas of
Dublin, Kildare and Wicklow and based on my discussions | am satisfied that this
procuremant was carried out in line with best practice procurement, EU legislation and
HSE Procurement Policy. 1 have attached a copy of HSE Procurement Policy for your
information.

The tender process is a two slage process covering selection and award. | am advised
that the service provider you refer 1o passed the Sglection Stage and it is at this stage
that their past experience can only be assessed,
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Without revealing specific details pertaining to the company you refer to in your
correspondence, | can advise that this company have been fully briefed and advised of
their standing in relation to this competition. It is my understanding that the service
provider was satisfied with the debriefing they received as they have not reverted back
indicating otherwise.

For all procurement processes HSE Procurement establish a specialist evaluation team
of key professional stekeholders and indeed stakeholder input forms a critical part of all
commercia) decisions made. All procurement is carried out with & view to meeting tha
requirements of end service users. In the case of this particular process the evaluation
team included professionals from Hospital Settings, Local Health Offices, Patient Liaison
Officer, Patient transport Manager to ensure that the outcome was patient focused.

Furthermore HSE would acknowledge that this company is a recognised service
provider of good standing {0 HSE and indeed continue currently to do business with us
in respect of mini bus services.

In terms of quality and safety | can also reassure you that all service providers awarded
business from this contract meet all relevant legislation and standards pertaining to
patient transport services as set down by the Taxi Regulator.

Since the contract was established | have been advised that in line with the contract
management process two contract review meetings have taken place with the main
customers in MSE using this contract and to date no significant problem have been
reported.

In addition within procurement a database for registering any issues/complaints for this
contract is in place and to date no significant issues have been highlighted in this regard.

| trust the above gives you the clarity you require. In addition | understand that Mr. Brian
Gilroy, National Director of Commercial and Support Services personally contacted
your office with regard to discussing this matter and this offer still stands if you require
any further clarity.

Yours sincerely

Profe€sor Brendan Drumm
Chief Executive Officer
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