s RLDatix

Service Definition

G-Cloud 15

Copyright 2025 RLDatix and its subsidiaries



Allocate Software Limited trading as RLDatix rldatix.com | ® l R LDatiX

Table of Contents

A oY o o [T Y= 2 {7 o USSP 3
B D) {6 (o 1¥ T | [ OO P PRSP PPO PP 4
I [ g o1 (=T 0 Y= o} = LA Lo T R O] o Yo X- T e 11 Y-S 7
4 The RLDatixX SUPPOIt PACKAEE ..oiiceiiiiiiiiiie ettt ettt e st e e st e e e st e e e s sbaeeesnnsbeeeenssaeeesnsneeas 10
5 SECUNTY & PriIVACY eiiiiiiiiiiiiiiiiiitieieee ettt e et ee e eeeeee e ee e e ee e e ee e e aeeseeeeseseeeeseeseeesesssssssesssssnsssnsssnsnsssssnnnsnsesnnnnnnnnns 13

Copyright 2026 RLDatix and its subsidiaries



Allocate Software Limited trading as RLDatix rldatix.com | ® l R LDatiX

1 Introducing RLDatix

RLDatix is a global leader in workforce and risk management solutions. Our solutions are designed specifically
for healthcare. Over 6,500 organisations rely on our technology, to create safer, more effective, and more
sustainable ways of working. Whether supporting a single service or a national healthcare system, our
purpose is simple: to help organisations raise the level of care. We do this by improving how staff are

supported, deployed, and empowered.

High quality care depends on staff who can work safely, confidently, and efficiently. Our solutions strengthen
safety, governance, and operational performance—while also protecting staff wellbeing. By reducing manual
processes and improving transparency, we ensure organisations achieve fair, compliant, and equitable
rostering that supports both service needs and work-life balance. Our intuitive design and data driven insights
promote better decision-making and create environments where staff thrive, ultimately improving patient

experience and outcomes.

With over 30 years of healthcare experience, RLDatix supports organisations operating in some of the most
complex and regulated environments globally. Our customers range from small independent providers to
national organisations with workforces exceeding 100,000 staff. This includes acute, community, mental
health, disability, and outpatient services across the UK, Ireland, Europe, North America, Asia Pacific, and

beyond.

RLDatix solutions support the rostering and management of more than 2.5 million healthcare staff globally. By
helping organisations shift from manual and fragmented processes to consistent, data driven workforce
planning, we enable better use of resources, stronger governance, and improved staff experience. Our
technology ensures healthcare systems reduce agency reliance, respond to demand pressures, and maintain

safe, high-quality care always.
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2 DatixCloudi(

The next evolution in risk management, built on the market-leading DatixWeb.

DatixCloudIQ is a user-friendly, cloud-based Governance, Risk, and Compliance (GRC) solution designed for
use in health and care settings. It provides a centralised platform for capturing events and managing risks to,

ultimately, improve patient safety and organisational quality.

Designed with customer feedback and needs in mind, we have refined DatixCloudIQ to be simpler, faster, and
easier than DatixWeb. System capabilities have been evolved to build the next generation of risk management

that supports the changing needs of the NHS, and health and care, across the UK.

DatixCloudIQ is built from separate modules that each bring a different benefit and solve a specific challenge
faced in health and care. The modules can be grouped in a way that suits your organisation, allowing for a

bespoke software directly suited to support your organisation.

Incidents Module — Incidents gives organisations the tools to identify errors and unsafe practices,

encouraging a culture of safety in which staff feel safe to report concerns and protect patients from harm.

Investigations Module — Investigations comprehensive tools helps analyse why an adverse event

happened, determine the contributory factors, and highlight where improvements need to be made.

Enterprise Risk Manager — Risk registers play a vital role in safety and quality improvement. Enterprise Risk
Manager provides system-wide risk visibility and provides tools to monitor, prioritise, and mitigate those

risks.

Feedback Module — Feedback provides managers full control of the complaints and compliments process,

issuing alerts when patients need to be contacted and improving their experience.

Mortality Review — Mortality Review allows organisations to capture information on deaths and conduct a

review process using a separate workflow from incident reporting.

Safeguarding — Help protect children and vulnerable adults with an efficient configurable system. Log your
concerns and referrals in the dedicated and secure Safeguarding module, keeping them separate from all

other incident or feedback data.
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Safety Learnings Module — Engage staff in a positive learning culture. Learn from excellence and share

patient safety learnings from all instances of care.

Claims - Claims provides the tools you need to manage the litigation process for all types of claims,
allowing you to deal efficiently with your caseload and track back to any incident or feedback data

associated with a claim.

Recommendations and Controls Module — Recommendations and Controls defines the improvement

strategies from contributory factors that have been identified from investigations and risks.

Active Directory (AD) systems are used by many organisations to control staff access to digital resources.
DatixCloudIQ supports integration with many modern identity providers that are built around the Active
Directory model such as ADFS and AzureAD. Where a modern IDP is not available, DatixCloudlQ can also
integrate directly with an AD via deployment of the CyberArk Cloud Connector. In both cases, the integration
enables staff to access the DatixCloudIQ system using their existing username and password, eliminating
administrative burden, and reducing time spent logging in to separate systems. It also allows DatixCloudIQ to

leverage all the security controls provided by the selected IDP, such as audit, monitoring, and MFA.

The staff demographics data stored in DatixCloudIQ can be updated as a bulk upload from the ESR/PAS via
Mirth Connect (or customers integration engine). This is useful for integrating with data sources where there
is not the expectation of a real-time update. The update will ensure that contacts for use within the system

are up to date and error free reducing duplication and input for staff members.

The demographic data stored in DatixCloudlQ can be updated from the PAS in real-time via Mirth Connect (or
he customers integration engine). When a user searches for a patient in any DatixCloudlQ module using the

right criteria i.e., full name and patient number the system will look at the database for a match and if there is
one add it to the record. If there is no match the system will automatically request to view the database of the
PAS to bring in the matching contact. This ensures the accuracy of patient data, reduces end user’s time spent

inputting data and support the triangulation of data within the system.
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Mortality review records can be created based on discharge message from PAS/HIS via Mirth Connect (or the
customers integration engine). The customer must make a data source available to RLDatix. Once a date of
death is registered in the organisations PAS/HIS an HL7, ADT or AO3 message is sent to Mirth Connect. Mirth
then sends a REST API request to DatixCloudIQ to automatically generate a Mortality Review Module record
with key dataset. The integration initiates the mortality review process ensuring all deaths are reviewed and

reduces duplication of entry for end users.

The next evolution of the much-known risk management software, DatixWeb, enhancing the systems

functionality and capability.
Supports your organisation’s progress strategy towards Risk Management maturity.

DatixCloudIQ is cloud-based, ensuring accessibility, best practice security, cloud-storage, scalability, and

backup and disaster recovery solutions.

Create a centralised system that allows oversight of all risks and enables you to identify risk themes and

monitor risk management across the whole organisation.
Monitor and review risks to provide assurance that there are appropriate controls in place.

Give your staff a simple, quick way to record incidents and events, and drive improvements to your

organisation’s reporting culture.

Promote collaborative working amongst teams that contribute to improving the safety of your

organisation.

DatixCloudIQ supports our customers in being compliant with regulatory and external stakeholder

requirements.
Standardise the risk assessment process.

RLDatix have worked closely with NHS England to ensure DatixCloudlQ is fully LFPSE compliant while

supporting customisation and localisation for organisation’s local needs.

DatixCloudIQ’s flexibility enables organisations to meet the PSIRF guidance through the system’s

configuration capabilities.
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3 Implementation & Onhoarding

Our extensive experience, supporting organisations of varying scale and complexity, ensures that our solutions
and implementation approaches remain highly flexible and responsive. Our implementation approach is built

on a structured and proven methodology designed to accelerate time to value from day one.

By combining a clearly defined delivery framework with early stabilisation activities, and a strong focus on
measurable benefits, we ensure that every programme establishes the foundations for long term success from

the outset, and that our delivery programme remains benefits led.

Our project approach (EQUIP) is designed to ensure the successful implementation of the RLDatix product

suite, delivering measurable benefits while meeting the unique needs and priorities of the organisation. At its

core, our methodology is structured, collaborative, and adaptable, ensuring a seamless transition and

alignment with your strategic goals.

The EQUIP Business Transformation model is a structured framework equipping organisations with sustainable

transformational changes that drive real, measurable benefits. It is particularly effective in identifying

opportunities for optimisation across business units, functions, or strategic areas, ensuring that

transformation is meaningful, measurable, and sustained. Each EQUIP-led engagement includes:

A clear case for change and agreed scope (Evaluate)

Quantified benefits statements (Quantify)

A structured implementation plan with governance checkpoints (Understand & Implement)

A continuous improvement framework underpinned by reporting and data (Protect & Sustain)

Evaluate the
opportunity

Work collaboratively
to assess current
state and define
priority transformation
objectives

0

Quantify the
opportunity
Establish clear,
measurable success
metrics aligned to
organisational goals
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Understand and
define the pathways
for transformation
Develop targeted
pathways for
workforce, clinical and
operational
transformation

Implement the
solution

Executive change
initiatives and deploy
supporting RLDatix
technologies and
services

P

Provide a sustainable,
tangible benefit

Drive long-term value
realisation through
continuous improvement,
capability building, and
outcomes tracking
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Stakeholder engagement is central to our strategy, fostering a partnership that prioritises communication,

feedback, and collaboration at every stage. Through a combination of workshops, training sessions, and hyper

care support, we ensure the platform is fully embedded within your organisation, enabling end users to

confidently utilise its full potential.

Customer-Centric Outcomes — Every engagement is focused on delivering measurable value. We ensure

flexibility, responsiveness, and minimal disruption to ongoing operations.

Quality and Continuous Improvement — We maintain a strong commitment to consistent delivery,

underpinned by the ‘RLDatix Way.” Feedback loops during and after delivery drive ongoing enhancements.

Teamwork and Partnerships — We work openly and collaboratively with our customers, colleagues, and

third parties to build strong, mutually beneficial partnerships.

Technology-Enabled Delivery — We leverage technology to accelerate delivery, enhance quality, and

reduce risk.

All projects delivered by RLDatix are carried out using our Applied Project Methodology which is comprised of

four high-level milestones as part of the project; these include:

o o
Readiness
Working with you to
ensure that you are in
the best position to

maximise the impacts
of our solution

A 'H‘ZI

Deployment Adoption Realisation
Technical configuration, Supporting you to Using system information
operational workshops, and continue implementation to embed best practice
transferring knowledge/skills, and helping your active across all units to deliver
enabling you to establish a units achieve best continuous improvement
solid foundation for continued practice

implementation

Our methodology allows us to implement your products to work around how you operate, while focusing on

best practice processes and maximising knowledge transfer to ensure a seamless handover of ownership.

Expert training and access to our customer team is included as standard. Implementations are delivered using

our proven, effective ‘train the trainer’ programme; this enables the development of your own training

function. This maximises skills and knowledge transfer, and the sharing of best practice, ensuring that your

Project Team can repeat the training and manage, maintain, and support the platform into BAU.

(5]
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We will guide your team throughout implementation to help change to remove outdated processes and

identify areas of improvement, maximising the benefits to you of our solution and the experience of our team.

Post implementation, there are training resources and courses available free of charge via the RLDATIX

AcADEMY, regularly maintained and updated aligned to product changes.

Should clients have any questions regarding the system or require assistance with understanding success with

different specialities, the team will be readily available to support.

Ongoing training via the RLDATIX ACADEMY, designed to provide organisations with the formal training and

accreditation needed to ensure they have the confidence and skills to utilise their implemented systems.

Foundation refreshers via our BACK-TO-BAsIcs HUB, to help refresh individuals on the core foundations of

key topics relevant to their area of expertise.

Community and voice through our REGIONAL USER GROUPS. To foster community and shared learning
amongst our customers, RLDatix hosts independently chaired national and regional user groups which are
open to all RLDatix customers from across the global community. Their purpose is to drive the sharing of
support, knowledge, and best practice across organisations and regions, as well as giving customers the

opportunity to directly influence the development of our solutions and services.

Continuously updated, comprehensive SYSTEM DOCUMENTATION, including full supporting technical
documentation for the system and components. End-user guides and product documentation are also

updated relative to version changes and product development cycles.

Using the training/user materials provided during implementation, and the training and resources shown
above, your team will be self-sufficient and able to deliver additional or refresher training to subsequent users
and design and maintain a localised training programme using standard RLDatix or their own bespoke support
and reference materials. This represents best value for money to you as you should not need to rely on

additional, costed training also available from RLDatix.
RLDatix prides itself on its customer support and training services — we also typically offer the following:

Guidance and support through our CUSTOMER SUCCESS TEAM, ensuring customers gain maximum value and

benefit from their implemented solutions, and that organisations are achieving their desired outcomes.
Partner on setting goals to increase value and adoption.

Advocate for you internally and drive positive outcomes.
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4 The RLDatix Support Package

At RLDatix, we place great importance on building strong, long-lasting relationships with our customers. We
understand that healthcare organisations operate in complex, fast-moving environments, and our goal is to

ensure you always feel supported, confident, and equipped to get the best from your RLDatix solutions.

Alongside regular CUSTOMER SUCCESS reviews and access to the RLDATIX ACADEMY, you will have a dedicated
ACCOUNT MANAGER and CUSTOMER SUPPORT team. Together, these teams form an integrated service designed

to help you maximise value, strengthen governance, and continually improve the quality and safety of care.

We combine deep healthcare expertise with a proactive, customer-centred approach. Whether you are
navigating operational pressures, adapting to new service demands, or enhancing workforce performance, we
work closely with your clinical, operational, and digital leaders to help you make effective, data-led decisions.
Through structured engagement, responsive support, and ongoing insight, we aim to be a trusted partner at

every stage of your journey with us.

Our Account Management team acts as a long-term strategic partner for your organisation. Their role is to
build a detailed understanding of your operating model, workforce challenges, and priorities, so they can

provide practical, tailored guidance that delivers real value.
Your Account Manager will:

Meet with you regularly to review agreed KPIs and SLAs

Share insights drawn from comparable health systems.

Recommend opportunities for optimisation or cost efficiencies.

Keep you informed about new features, enhancements, and innovations.

Act as your escalation point for any issues or concerns.

Ensure your feedback directly informs our product and service improvements.

By focusing on continuity and open communication, your Account Manager will help you to adapt to evolving

pressures, improve efficiency, and get the most from your RLDatix solutions over time.
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Our dedicated Customer Success team is committed to ensuring you achieve meaningful, measurable, and
sustained value from your RLDatix solutions. Once implementation is complete, your Customer Success
Manager (CSM) will support a seamless transition into business as usual, providing structured, proactive

engagement designed to embed the system deeply across your organisation.

Through regular success planning, ongoing performance and adoption monitoring, and a continuous
programme of adoption-focused engagement, your CSM will help you optimise usage, track progress against
agreed KPIs, and identify opportunities for enhancement. This ensures that value realisation continues long
after go live, and that your organisation is supported by best practice guidance, tailored recommendations,

and alignment with your operational cycles and strategic priorities. Your CSM will work with you to:
Understand your workforce model, operational priorities, and goals.
Provide structured guidance for adoption in the short, medium, and long term.
Monitor performance and highlight areas of strong utilisation or opportunities for improvement.
Support rollout of new features, integrations, and workflow enhancements.
Create a shared Success Plan to keep everyone aligned and moving towards the same objectives.

Your CSM’s goal is to ensure you gain maximum value from your system and consistently achieve the
outcomes that matter most to your organisation—whether that’s improved staff experience, better

governance, or enhanced workforce efficiency.

Delivered digitally, our online RLDatix Academy provides ongoing, role-focused training and accreditation that
supports effective system use and professional development. Working closely with Customer Success, the

Academy ensures consistent guidance and best practice across all training materials. The Academy offers:
22 virtual classroom courses.
14 elLearning modules.
Over 500 downloadable training documents (Feature Guides and Quick Reference Guides)/
More than 200 “How-To” videos with audio and captions.

These resources give your teams the confidence and skills to use the system effectively, enhance their
expertise, and support their own career progression.
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Our Customer Support team ensures your systems remain reliable, stable, and effective—particularly in the
fast-paced, operationally critical environments that healthcare organisations navigate every day. Operating in
line with ITIL-accredited best practice, our proactive support model is built on transparency, technical

expertise, and responsive service.
The Support team provides:

Clear incident prioritisation and defined resolution targets.

Structured escalation paths and consistent communication.

Issue reporting through the Customer Support Portal or telephone.

Full visibility of updates and notifications through the Customer Support Portal.

Beyond resolving issues, the team also proactively monitors trends, shares knowledge, and works closely with
Customer Success and Account Management to identify and address potential problems before they affect
service. This helps maintain system stability, optimise performance, and support compliance with

organisational and regulatory requirements.

To ensure we build a successful relationship and maintain an enduring partnership with your team, we
prioritise a proactive and transparent approach to resolution and escalation. Our comprehensive method
guarantees that your concerns are addressed efficiently at every level of responsibility, fostering trust and

continuous support throughout our partnership.

STRATEGIC LEVEL: Our Account Manager will work with your team to deliver an ongoing collaborative
relationship focused on maximising the benefits of our solutions, delivering your objectives, and escalating

and resolving any challenges.

OPERATIONAL LEVEL: Our Customer Success Team and Academy will ensure you gain maximum value and

benefit from our implemented solutions and that you are achieving your desired outcomes.

TACTICAL LEVEL: Our Customer Support service will promptly deal with your requests and are available

24/7, subject to incident priority level.

If at any time a customer feels that their support expectations have not been met, the customer may escalate

their concern to their Account Manager and escalation will receive prompt attention and management focus.

()
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9 decurity & Privacy

RLDatix products are designed and implemented with a clear security architecture that includes a broad range

of technical controls, ensuring a high standard of security management suitable for Healthcare employee data.

Designed to survive complete data centre outages, our systems are locally hosted by the two biggest cloud-
hosting providers in the world, Amazon Web Services and Microsoft Azure. Their robust and highly secure
infrastructure, with several data centres in multiple locations, is engineered for redundancy, resilience,
scalability, and continuity. Our cloud-based products are design to be available 365/7/24, and we monitor the

hosting infrastructure 24/7. Our security measures include, but are not limited to:
Infrastructure controls, covering both physical and electronic security (Role-based Access Control)
Data encryption
Regular data backups
Vulnerability analysis and external penetration testing
Frequent system security patching
Secure-by-design approach to software development

Additionally, RLDatix’s continuity of service provision is underpinned by the strict provisions of our own
Business Continuity Plan, Disaster Recovery Plan, and Major Incidents Response Plan. We are accredited as
compliant with ISO 9001, ISO 27001, and Cyber Essentials Plus and, as such, our plans and policies are tested

and reviewed on an annual basis.

RLDatix has chosen its hosting providers with security in mind, and all providers adhere to strict certifications

specific to data centres. Their certifications are a combination of the following, depending on the provider:
PCI DSS Level 1
SOC 1/ ISAE 3402
S0C2/s0C3
ISO 27001

Compliant with Information Technology Infrastructure Library (ITIL) IT Service Management standards.
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RLDatix has implemented processes and procedures to comply with relevant legal and contractual obligations
and support our customers legal, regulatory, and contractual obligations in the regions in which we operate.
This includes the UK Data Protection Act, the UK Bribery Act, the UK Modern Slavery Act, the UK Network and
Information Systems Regulations, the EU General Data Protection Regulation, and the EU Network and

Information Security 2 (NIS2) Directive. RLDatix has:

Implemented an information security program, independently assessed to meet 1ISO27001 standards.
Appointed a CISO to manage the information security programme.
A dedicated security team for continuous monitoring, incident response, and forensic investigation.
Implemented secure product development and quality assurance processes.
An internal and external audit program to identify gaps in our program and look for improvements.
Implemented a privacy program under which we have:

Appointed a Data Protection Officer

Implemented mandatory data protection and privacy training for employees at onboarding and
annually, with additional sessions as needed. Training covers key security and privacy regulations such
as GDPR and HIPAA and is reinforced through quizzes and simulated phishing exercises. All materials are

reviewed yearly to reflect evolving threats and regulatory changes.

Included privacy breach notification processes in our incident response runbook so we remain

compliant with our legal and contractual obligations.

Put in place contracts with third party suppliers who process our data or that of our customers which

meet the relevant legislative requirements.
Updated our standard customer contracts to meet the relevant legislative requirements.

These programs are embedded into our data to day operations and allow RLDatix to comply with the local
laws and regulations governing data protection, privacy, and healthcare operations as they relate to our

products and services. Operating under the name Allocate Software Limited, we are also registered with:

The Information Commissioner's Office — Registration Number: 27285503

The Data Security and Protection Toolkit — ODS Code: 8HJ28
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