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Freedom of Information Act 2000 – Request for Information 
 
Thank you for your request for information received on 20 January 2016 in relation to 
the County Durham and Darlington NHS Foundation Trust (Trust).  We are dealing 
with your request under the provisions of the Freedom of Information Act 2000.  
 
You requested information regarding Patient Communication. Specifically you asked:  
 
Please provide details of the system or process which is currently used by the 
Trust to communicate with patients by letter, and the organisation or 
individuals responsible for implementing and maintaining this service? 
 
Answer: The Trust does use an external provider for Patient Appointment letters. 
 
We do also have an in-house franking service for which we can provide an overall 
figures but it cannot be broken down into Patient and Non-Patient. 
 
Does the Trust use the services of an external provider for patient and non-
patient letters? 
 
Answer: Yes 
 
Please provide details of the Trust’s current Letter printing service 
supplier/system 
 
Answer: The Supplier used is Synertek 
 
 
 
 
Please confirm if you use Hybrid mail and what type? 



 

 
Hybrid?                                                     Yes 
  
Bulk and Desktop?                                     No 

  
      Bulk only?                                                 Yes             
 
What are the Trust’s annual costs for the printing and postage of patient 
letters?  
 
Answers: £217,674 – estimated annual costs based on 2015/16. 
 
Please provide monthly volumes and values for the number of patient letters 
sent?  
 
Answer: The Trust does not record this information. 
 
Does the Trust use an external printing service for either patient or non-patient 
letters? 
 
Answer: The Trust is ccurrently utilising patient letters in Central Appointments 
Offices and Reception areas. 

If it does: 
 
When was this service implemented and the specialties included? 
 
Answer: The original contract was with the Trust from 01/05/12 – 30/04/14 with 

the option to extend for 12 months, this option was taken. The Trust is 

currently utilizing the Shared Business Services (SBS) Framework. Currently 

we are utilizing Shared Business Services Framework Postal, Mailroom and 

Communications Solutions SBS/13/CR/WCJ/8313/08) 

 

Procurement implemented the service with Radiology at the end of last year. Other 
departments currently using this service are the Central Appointments Department 
and Outpatient receptions. 
 
Please provide specific details of any aims or targets which were established at 
the outset and whether these have been achieved? 

 

Answer: To reduce costs of consumables and postage. 

 
 
 
Please give an indication of the costs associated with the service, including 
initial implementation costs and support costs? 



 

 
Answer: Approximately £25,000 set up cost, support cost not applicable (this is on a 
service basis) 
 
How many NHS staff are responsible for the implementing and supporting of 

this service and what is their role within the Trust?  

 

Answer: Central Appointments Co-ordinator and Reception Co-ordinator support the 

team.  

 

Please provide details of your current letter supplier: 
 
Supplier name?  

 

Answer: Synertek. 

 

Date contract began and contract end date? 

 

Answer: Current SBS contract began 01/05/15 for 4 years. 

 

Contract review date? 

 

Answer: Please see above answer. 

 

Cost of contract to date and annual spend? 

 

Answer: YTD £608,448 / annual spend £217,674 (This has increased over the years 

due to increase in activity level)   

 

Cost of set up? 

 

Answer: Approx. £25,000 

 

Cost of support?  

 

Answer: N/A 

 

Fulfilment? 

 

Answer: N/A 

 
Postage, First class? Second class? 
 



 

Answer: The post all goes 2nd class but with 48 hour guaranteed delivery. 
  
Please provide details of the process which was followed to procure an 

external print service? 

 

Answer:  Utilised SBS Framework. 

 

Please provide details of the channels used to publish the notification of 
procurement, for an external print service? 
 
Answer: For spend that is in excess of £50k, the Trust would advertise any relevant 
contract opportunities on the Government’s Contracts Finder website. In addition to 
this, the Trust would advertise any relevant contract opportunities for spend in excess 
of the current EU threshold, in the Official Journal of the European Union. Where the 
Trust has access to a national or regional Framework Agreement, and it is decided 
that value for money can be achieved via this agreement, then the Trust would utilise 
this route to market in accordance with the relevant framework guidance, and in 
these instances, no advert would be published.  
 
If no external letter supplier/service is used: 
 
What are the Trust’s costs for the service and support of printing? 

 
Answer:  Actual postage costs for 2015 through the Franking Machines was 

£409,602.  

  
Have you previously considered using outsourced letter printing services, and 
if so, please provide details of why you chose not to? 

 
Answer: Letter printing responsibility is a departmental responsibility, hence 
appointment letters were outsourced in 2013/14, Radiology as recent as October 
2015.  
 
 
In line with the Information Commissioner’s directive on the disclosure of information 
under the Freedom of Information Act 2000 your request will form part of our 
disclosure log. Therefore, a version of our response which will protect your anonymity 
will be posted on the County Durham and Darlington NHS Foundation Trust website. 
 
If you have any queries or wish to discuss the information supplied, please do not 
hesitate to contact me on the above telephone number or at the above address. 
 
If you are unhappy with the way your request for information has been handled, you 
can request a review by writing to: 
 
The Chief Executive 



 

County Durham & Darlington NHS Foundation Trust 
Darlington Memorial Hospital 
Hollyhurst Road 
Darlington 
DL3 6HX 
 
If, you remain dissatisfied with the handling of your request or complaint, you have a 
right to appeal to the Information Commissioner at: 
 
 
The Information Commissioner’s Office 
Wycliffe House 
Water Lane 
Wilmslow  
Cheshire 
SK9 5AF 
 
Telephone: 0303 123 1113 
Website: www.ico.gov.uk.  
 
There is no charge for making an appeal. 
 
Yours sincerely 

 
 
Joanna Tyrrell 
Freedom of Information Officer 

http://www.ico.gov.uk/

